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Several studies have been conducted on diversity management practices and 
psychological capital as separate independent studies in the hospitality sector. These 
studies, however, have focused more on large establishments and in the developed 
economies context, thus making the insights from such studies inadequate regarding 
small establishments, such as B&Bs in developing contexts, such as South Africa. This 
gap creates an avenue for further research, therefore, this study attempted at closing 
this gap by focusing, in one single study, how diversity management practices and 
psychological capital concepts correlate among employees within the B&B 
establishments in a developing context.  The objective of the study was, therefore, to 
determine how employees’ perceived diversity management practices influence their 
psychological capital.  
Drawing on a cross-sectional case study design, data was conveniently collected from 
100 employees employed in seventy-seven (77) bed and breakfast establishments 
within the Matjhabeng Local Municipality in the Free State Province of South Africa, 
using a structured 6-point Likert scale questionnaire. Data was analysed using 
descriptive statistics, exploratory factor analysis, Cronbach Alpha Coefficient, 
Kolmogorov-Smirnov (K-S) test, Shapiro-Wilk test and the Spearman Correlations. 
The key findings from the empirical study are: employees know and understand 
diversity; bed and breakfast establishments utilize diversity management practices; 
employees’ perceptions of diversity management practices are all positive and that 
these perceived diversity management practices have a positive effect on the 
psychological capital of the bed and breakfast establishment employees. From the 
study, it is recommended that for bed and breakfast establishments to have a 
sustainable future, they should learn and understand diversity as this will help them 
value cultural differences and effectively manage a diverse workforce.  
Keywords: hospitality; bed and breakfast establishments; employee perceptions; 
diversity management; psychological capital.  
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1.1 INTRODUCTION AND BACKGROUND  
The hospitality industry is one of the fastest growing sectors in the South African 
economy, offering a wide range of accommodation and attracting a mix of business 
and holiday travellers (Ntloedibe, 2014). Although dominated by large business 
establishments, the contribution of small establishments in the sector, such as Bed 
and Breakfast (B&Bs), cannot be simply ignored (Awang, Aziz & Samdin, 2011). A 
B&B is a commercial accommodation establishment that is usually, operated from a 
private house that is managed by a resident owner or resident lessee and provides 
sleeping facilities and breakfast, primarily to tourists or a business market clientele; 
the facilities and services are offered, therefore, for the exclusive use and benefit of 
overnight registered guests (Free State Provincial Gazette No.79, 2011). B&Bs 
contribute approximately 9% of the Gross Domestic Product (GDP) of the annual 
Tourism Industry Contributions in a year (SA Tourism Review: Report of the Expert 
Panel, 2015).   
 
Despite this contribution to economic growth, bed and breakfast establishments across 
the whole world and South Africa in particularly, face numerous challenges that inhibit 
their growth (Mahembe, 2011). One of the major challenges faced by bed and 
breakfast establishments, according to Awang, et al., (2011: 80) is their inability to 
compete on the open markets because of poor practices in areas such as diversity 
management. According to Tervonen (2012) diversity management is about 
fundamentally and comprehensively changing the procedures and ways of thinking, 
by focusing on new abilities, skills, attributes and experiences, without prejudice. 
Managing diversity is an on-going process that requires various talents and capabilities 
found in an organization (Deshwal & Choudhary, 2012). Most of the available literature 
on diversity management within the hospitality sector, focuses more on large 
establishments (Manoharan, Gross & Sardeshmukh, 2013; Kalargyrou & Costen, 
2017; Korjala, 2012).   
Hidayat and Mangundjaya (2010) argue that if diversity management is applied 
correctly in an organization, the employees’ psychological capital can be enhanced. 
Avey, Luthans and Youssef (2009) explain psychological capital as an employee’s 
positive psychological state of development. De Hoe and Janssen (2014) argue for the 
© Central University of Technology, Free State
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enhancement of employees’ positive psychological capital as it can play a moderating 
role in the relationship between the negative results of failure and positive side of 
learning from these failures of bed and breakfast establishments. While evidence of 
the relationship between diversity management practices and psychological capital 
can be traced in some large hospitality establishments (Tervonen, 2012), there is a 
dearth of empirical evidence showing the same in the context of employees in B&B 
establishments. The need for research on these constructs, among bed and breakfast 
establishments can, therefore, not be overemphasized.  
  
1.2 PROBLEM BACKGROUND AND THE PROBLEM  
B&B establishments in South Africa continue to face unique barriers and constraints, 
such as lack of funding and marketing opportunities; most of which are external to the 
B&B ventures (Nieman, Visser & Van Wyk, 2008). Chipunza (2014) concurs that 
financing and regulatory issues are at the epicentre of these challenges. To alleviate 
some of these challenges, the South African government provides support to Small, 
Micro, Medium Enterprises, with bed and breakfast establishments included as well. 
This support, however, remains external to the bed and breakfast establishments and 
does not contribute to internal aspects, such as diversity management practices and 
the psychological capital of their employees; this is despite research having highlighted 
them as critical for the survival of small business establishments, in the unpredictable 
business environment (Oyeniyi & Adeniji, 2010; Deshwal & Choudhary, 2012).  
  
Several studies have been conducted on diversity management practices and 
psychological capital (Wambui, Wangombe, Muthura, Kamau& Jackson, 2013; 
Onsongo & Maina, 2013; Larson, Norman, Hughes & Avey, 2013; Ugwozor, 2014). 
These studies, however, have focused more on larger establishments and in the 
developed-economies context, thus making the insights from such studies inadequate 
with regard to the South African bed and breakfast context with its unique challenges. 
This gap has created an avenue for further research, therefore, this study attempts at 
closing this gap by focusing on how diversity management practices and psychological 
capital concepts correlate within bed and breakfast establishments, in a developing 
context.  
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The significance of this research study lies within its potential to identify diversity 
management practices that might be needed by small accommodation businesses in 
South Africa for these businesses’ survival and growth. The study will also offer new 
insights about the validity and reliability of scales developed within bed and breakfast 
establishments in a developing context. It is also envisaged that the results of the study 
might assist the South African government to formulate policies that will extend its 
current support to the development of employees within the B&B establishments.  
  
1.3 RESEARCH QUESTION (S)  
1.3.1 Main Research Question  
What is the impact of employees’ perceptions of diversity management practices on 
psychological capital in bed and breakfast establishments within the Matjhabeng Local 
Municipality?  
1.3.2 Specific Research Questions  
(a) To what extent do employees have knowledge and understanding of diversity?  
(b) What are the specific human resource management practices where 
employees perceive diversity to be applied by management within the bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State?  
(c) What is the status of psychological capital of employees among the bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State?  
(d) To what extent do employees’ perceptions of diversity management practices 
correlate with their psychological capital?  
  
1.4 RESEARCH OBJECTIVES  
1.4.1 Main Research Objective  
To determine the impact of employees’ perceptions of diversity management practices 
on psychological capital within bed and breakfast establishments in Matjhabeng Local 
Municipality, Free State.  
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1.4.2 Specific Research Objectives  
(a) To determine employees’ knowledge and understanding of diversity  
(b) To identify the specific human resource management practices where 
employees perceive diversity to be applied by management within bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State.  
(c) To measure the status of psychological capital of employees among bed and 
breakfasts establishments in Matjhabeng Local Municipality, Free State.  
(d) To measure the extent to which employees’ perceptions of diversity 
management practices correlate with their psychological capital.  
  
1.5 HYPOTHESES  
H 1: Employees do have knowledge and understanding of diversity  
H2: There are specific human resource management practices where employees 
perceive diversity has been applied by management.  
H3: Employees’ psychological capital is positive.  
H4: There is a positive correlation/relation between perceived diversity management 
practices and psychological capital of employees  
  
1.6 THEORETICAL FRAMEWORK  
This study is guided by the PERMA Model; this is a positive psychology theory, which 
was introduced by the positive psychologist, Martin Seligman in 2011 (Burton, 2012). 
PERMA stands for the five essential elements that should be in place for people to 
experience lasting well-being, namely, positive emotions, engagement, relationships, 
meaning and accomplishment (Kern, Waters, Adler & White, 2014). Underlying this 
theory, is the assumption that an increase in the PERMA elements can lead to 
improved mental health, creativity, relationships, and work performance (Berridge, 
2011). In line with the context of this study, it is expected that if owners or managers 
of bed and breakfast establishments apply and enhance diversity management in 
human resource functions, employees’ well-being will improve. They will show positive 
© Central University of Technology, Free State
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psychological capital dimensions such as, hope, optimism, self-efficacy and resiliency, 
in addition to behaviors that are essential to the survival and growth of the bed and 
breakfast establishments.  
 
1.7 AIM OF THE STUDY  
This study aims to promote the development and growth of B&Bs through the 
application of appropriate diversity management practices that will positively influence 
employees’ psychological capital.  
  
1.8 DELIMITATION OF THE STUDY    
1.8.1  The study is limited to owners or managers of bed and breakfast establishments 
employing limited number of employees, in selected areas.  
1.8.2  The study is limited to employees within the bed and breakfast establishments 
employed in selected areas.  
1.8.3  The study is limited to bed and breakfast establishments in Welkom, Virginia, 
Odendaalsrus and Hennenman in the Matjhabeng Local Municipality, Free 
State Province.  
  
1.9 DEFINITION OF KEY CONCEPTS  
1.9.1 Bed and breakfast establishments – Bed and breakfast establishments (B&Bs) 
are defined as a distinctive segment within the hospitality industry, primarily 
because they are often operated by diverse people who offer personalized 
services in a homely environment. These are typically private homes with fewer 
than ten bedrooms available for commercial use that accommodate guests in 
private bedrooms and bathrooms (Mvana, 2013; Malcom, 2012).   
1.9.2 Diversity- Bovana (2014) classifies diversity as a broad range of human 
uniqueness - perception and attitudes, work style, lifestyle, personality, values, 
work ethics, communication style, world view, recreational and personal habits, 
educational background, work experience, appearance, parental status, marital 
status and other functional levels of classification.  
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1.9.3 Diversity Management- Olsen and Martins (2012:2) define diversity 
management as “the utilization of human resource management practices to 
(a) increase or maintain the variation in human capital on some given 
dimensions; (b) ensure that variation in human capital on some given 
dimensions does not hinder the achievement of organizational objectives, and  
(c) ensure variation in human capital on some given dimensions’ facilities for 
the achievement of organizational objectives”.  
1.9.4 Psychological Capital- According to Luthans, Youssef and Avolio (2007) 
psychological capital (PsyCap) refers to the positive psychological state of 
individuals. It simply implies how confident, hopeful, optimist and resilient an 
individual is.  
  
1.10 LIMITATION OF THE STUDY  
It is important that the readers of the study note that not much conclusive research has 
been done in the field of both diversity management and the psychological capital 
issues. The results of this study should not be regarded as generalizable to other 
settings. The writer, therefore, advises that, apart from the owners or a manager of the 
B&Bs who contributed to the research findings of this study, others should use the 
results as just one available option or background for future studies.  
In addition, it is to be noted that B&Bs that are operated by owners were not considered 
to avoid biased responses; some B&Bs meeting the selection criteria blatantly refused 
to participate. With the remaining and willing B&Bs, there was a challenge with their 
availability; some indicated they were very busy and promised to participate when and 
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1.11 OUTLINE OF THE STUDY  
The study is presented in five chapters, as follows:  
  
Chapter 1: Introduction to the study  
This chapter presents an introduction of the study, the research focus, research 
problem the research questions and objectives, the theoretical framework, the 
hypothesis and the limitations of the study.  
Chapter 2: Literature Review  
This chapter reviews the relevant literature on diversity management practices and 
psychological capital within the global context, then in the South African hospitality 
industry, especially, in bed and breakfast establishments. It goes on to review the 
challenges faced by bed and breakfast establishments, then studies on global and 
local diversity management in the hospitality industries. The final part of the chapter 
review focuses on psychological capital considerations in the hospitality industries.  
  
Chapter 3: Research Methodology  
This chapter presents how the data required to answer the research questions were 
collected. Also outlined are the research methodology applied and the data analysis 
procedures adopted in the study.  
  
Chapter 4: Analysis, Results and Discussion  
This chapter presents, interprets and discusses the research findings obtained from 
the data collected and the results of the hypotheses testing are presented and 
discussed.  
 
Chapter 5: Conclusions and Recommendations  
This chapter provides the conclusions drawn from the literature reviewed and the 
recommendations for practice and future research based on the findings of the study.  
  
1.12 THE CHAPTER SUMMARY 
This introductory chapter presented the problem background and statement to be 
investigated and addressed. The research questions, objectives, hypotheses, the aim 
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of the study as well as limitations of the study were detailed. The next chapter presents 
literature review on diversity management practices and psychological capital of 
employees within the bed and breakfast establishments.   
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CHAPTER 2: DIVERSITY MANAGEMENT PRACTICES AND 
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2.1 INTRODUCTION  
This chapter reviews literature on diversity management practices and psychological 
capital within the global context and the South African hospitality industry. The review 
first considers the literature that focuses on a general overview of both the global and 
local hospitality industries, which in the context of this study refers to bed and breakfast 
establishments. It goes on to review the challenges faced by bed and breakfast 
establishments, globally and locally. The final part of the chapter focuses on the 
psychological capital considerations in the hospitality industries.  
  
2.2 THE HOSPITALITY INDUSTRY: AN INTERNATIONAL OVERVIEW  
The hospitality industry is an important component of the tourism industry, as it is 
embedded and deeply connected with travel and tourism (Petrovic, 2007). It is a large, 
complex and significant industry which comprises two distinct sub-sectors, 
accommodation and restaurants (Abomeh, 2012; Talabi, 2015). The industry has 
shown steady growth globally over the past few years, accounting for more than one 
third of the total global services trade (Geneva, 2010). It is considered as one of the 
key sectors that drive some countries’ economies and has reached into a global 
economic segment with direct and indirect impact on the world’s economy. This is 
through numerous contributions, such as on the gross domestic product (GDP) and 
an increase in employment opportunities (Sadiqe, 2014; Rao, 2014).   
The hospitality industry’s contribution to the growth of an economy is noted in its net 
large percentage on a country’s GDP and generally, the hospitality industry supports 
9.1 per cent of the global GDP (Sanni, 2009; Rao, 2014). In addition, the industry 
creates more than 5 per cent of the Europe’s GDP and 9.7 million jobs (5.2 per cent) 
of the total workforce (Geneva, 2010). This serve as evidence that the hospitality 
industry contributes to the creation of employment and economic growth at national 
and global level.   
The industry is extremely labor-intensive, and as such, it is a significant source of 
employment among the world’s top creators of jobs, requiring varying degrees of skills 
(Geneva, 2010). It also contributes to the growth of an economy by providing a high 
scale of employment opportunities (Sanni, 2009). For instance, the international 
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hospitality industry creates more than 258 million jobs worldwide (Rao, 2014). Thus, 
building a strong influence on employment opportunities (Geneva, 2010). In addition, 
the hospitality industry in the United States employs around 12.5 million people, which 
accounts for 7.61 per cent of the country’s total workforce.  
The hospitality industry makes other contributions globally. These include adding on 
to governments’ revenues through license fees, customs, exercise duty, value added 
tax (VAT) on tourism services, and income tax levied on employees in the industries 
(Shikuri & Chepkwony, 2013). The industry has other country or region-specific 
contributions, such as in India, where the industry’s direct contribution to GDP is 
expected to grow at 7.8 per cent per annum during the period of 2013-2023 (Rao, 
2014). In Saudi Arabia, more than 70 million visitors are expected from religious 
tourism by 2020, which will impact on the hospitality industry as the visitors will use 
the facilities such as accommodation bookings (Aldosari, 2013). Finally, the United 
States Bureau of Labor Statistics expects the industry to account for 7.42 per cent of 
employment in 2018 and to grow by 7.3 per cent between 2008 and 2018 (Geneva, 
2010).  
The industry is, however, facing some challenges. Talabi (2015) identifies the 
increasing level of competition over the years as a threat to both the new entrants and 
existing players within the sub-sector. In other cases, such as in Kenya, there is 
heightened competition as globalization has exposed customers to highly 
differentiated products and services (Chilla, Kibet & Douglas, 2014). Pinilla (2002) also 
notes that the sub-sector encounters a challenge with managing diversity. Thus, a 
strong corporate culture and systematic diversity policies and management practices 
should be established to cater for the needs of the sub-sectors’ challenges and 
facilitate the utilization of diversity management as a competitive advantage 
(Tervonen, 2012).  
  
2.3 THE HOSPITALITY INDUSTRY: A SOUTH AFRICAN PERSPECTIVE  
The hospitality industry has emerged as one of the key economic drivers in South 
Africa and remains as one of the few growing industries in the world (Sucheran, 2013). 
The industry has a well-documented and significant socio-economic impact within 
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nations, as particularly noted in a country like South Africa. In the country, it constitutes 
up to 67% of all Tourism, and generates about R179 billions of economic activity, more 
than 40 000 jobs through direct employment and a total of 1 011 000 related jobs, thus 
representing 7.6% of the country’s total employment (Taal, 2012). This sector is 
structurally dominated by well-established enterprises led by, the Sun International, 
Protea and Southern Sun enterprises (Rogerson, 2004), with the vast majority being 
small enterprises such as bed and breakfasts (with fewer than 30 rooms, and not more 
than R5 100 000 annual turnover (Nelwamondo, 2009).  
The accommodation sector market in South Africa enjoyed its third consecutive year 
of strong growth with a 9.1% advance following two years of double-digit gains (PWC, 
2015). Furthermore, statistics released by Statistic South Africa (2018) indicated that 
the largest share of employment in 2015 was in ‘hotels, motels and inns’, namely 70%, 
and this was followed by ‘other accommodation’ and ‘guest-houses and guest-farms’, 
accounting for 22% and 8%, respectively. Concurring, Nkonde (2012) indicated that 
these establishments absorb labor and generally expand economies in creative and 
innovative ways, thus showing a significant contribution to the sector. This growth is 
however, burdened with numerous challenges, such as excessive competition.  This 
is due to the increasing number of contemporary accommodation providers (boutique 
hotels) and the expansion of existing hotels in South Africa which are putting much 
pressure on the profit margins of established bed and breakfast service providers 
(Taal, 2012).  
  
2.4 DEFINITION OF BED AND BREAKFAST ESTABLISHMENTS  
The definitions of Small, Micro and Medium Enterprises (SMMEs) vary from country to 
country owing to the different parameters that exist with the concept (Lekhanya, 2010). 
These multifaceted enterprises, whose business processes are not as flexible as those 
of large enterprises, are businesses that have a small number of employees (Nkonde, 
2012) and they include bed and breakfast (B&Bs) establishments (Joseph, 2013).   
Bed and breakfast establishments are defined as lodging establishments where the 
keeper typically lives on the premises and breakfast is often served to the overnight 
guests (Frazier, 2010). These are typically private homes with fewer than ten 
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bedrooms available for commercial use; they accommodate guests in private 
bedrooms with bathrooms (Mvana, 2013).  Bed and breakfast establishments 
represent a distinctive segment within the hospitality industry, primarily because they 
are often operated by diverse people who offer personalized services in a homely 
environment (Malcolm, 2012), thus indicating the sector’s significant contribution to the 
industry’s diversity (Dos Santos, Chaves & Pedron, 2014).  
In addition, these establishments are a niche market in the industry and possess a 
strong history and typically, positive performance in the global economy (Fredette, 
2010). From this evidence, one can argue that bed and breakfast establishments are 
considered essential and contributors extensively, globally. The following section will 
emphasize more on their significance and contribution towards the South African 
economy.  
    
2.5 BED AND BREAKFAST ESTABLISHMENTS IN SOUTH AFRICA  
For the purpose of this study, bed and breakfast establishments are part of SMMEs. 
The bed and breakfast establishments in South Africa have come to play an important 
role in the economy and development, especially, during this current period, which has 
witnessed large enterprises restructuring and down-sizing (Chimucheka, 2013). Bed 
and breakfast establishments have increased from approximately 300 in 1993, to 3700 
in 2000 and 5000 in 2002, to an estimated 30 000 in 2004, thus, showing a 
phenomenal growth (Nelwamondo, 2009; Rogerson, 2004).   
Bed and Breakfast establishments, as postulated by Nemaenzhe (2010), to make a 
meaningful contribution to the South African economy.  The establishments recorded 
the highest year-on-year growth rates in income with guest-houses and guest-farms 
recording 24.9% and bed and breakfasts at 24.3%, thus, showing that these 
establishments are becoming one of the key drivers of growth in South Africa 
(Namaenzhe, 2010). Contrary to the statistics indicating the fast pace of growth of the 
bed and breakfast establishments, Chiliya, Chikandiwa and Afolabi (2011) argue that 
these establishments in South Africa are moving very slowly as compared to the large 
establishments. This is in line with the assertion that, although the bed and breakfast 
establishments contribute to the socio-economic growth of South Africa, they 
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experience multiple challenges that threaten the sustained growth of the hospitality 
sector (Chipunza, 2014). Some of the bed and breakfast establishments are failing to 
address issues concerning changing consumer demand, new marketing procedures 
and operational challenges posed by the current sophisticated technology 
(Nelwamondo, 2009).  
The next section outlines some of the challenges faced by bed and breakfast 
establishments, globally.  
  
2.6 CHALLENGES OF BED AND BREAKFST ESTABLISHMENTS IN DEVELOPIING 
COUNTRIES  
Different challenges facing the hospitality industry have been reported mainly from the 
context of the large hotels (Jin-Zhao & Jing, 2009; Shikuri & Chepkwony, 2013; Huda, 
Haque & Khan, 2014; Kashyap, 2014). Little, however, is currently known about the 
challenges within the bed and breakfast establishments (Appaw-Agbola & Agbola, 
2012). In general, most of the bed and breakfast establishments in developing 
countries face numerous challenges that threaten their attractiveness to prospective 
investors or clients (Jaafer, Ing & Surkarno, 2011; Talabi, 2015). Some of these 
challenges are faced in attempts at accessing financial resources, from competition, 
lack of skilled human resources and government support, the existence of strict 
regulations, unstable political systems, poor infrastructure and recruitment practices, 
high employee turnover, shortage of labor, low remuneration as well as operational 
problems (Chan & Quah, 2008; Appaw-Agbola & Agbola, 2012; Chimucheka, 2013; 
Chipunza, 2014). Some of these challenges are addressed in the sections that follow.  
2.6.1 Access to financial resources  
Access to finance remains a dominant constraint to bed and breakfast establishments 
in all countries (Chipunza, 2014; Mwobobia, 2012; Sadiqe, 2014). These 
establishments in Zimbabwe, for example, have been hailed for their critical role in 
stimulating and promoting sustainable economic growth and development through job 
creation and propelling innovation, yet, they continue to experience their fair share of 
limited access to finance and endure the high cost of borrowing. These establishments 
are also criticized by financial institutions for not having proper accounting records, 
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which makes it difficult for financial institutions to measure their financial performance 
and consider them for credit facilities (Chipunza, 2014).   
Similarly, bed and breakfast establishments in Ghana and South Africa are affected by 
various limitations. The challenges faced by Ghanaian establishments stem from the 
fact that they have limited access to capital markets, locally and internationally, and 
partly because of the perception of higher risk, information barriers and the higher 
costs of the intermediation for these smaller firms (Mensah-Ansah, 2014). In the case 
of South Africa, these establishments find it difficult to access bank finances, mainly 
because they lack collateral security and the required bank deposit or a credit record, 
as well as due to their poor presentation of business plans to financial institutions 
(Chipunza, 2014). In addition, a study by Deen, Harilal and Achu (2016) linked the 
challenge of limited access to financial resources with lack of affiliation to relevant 
associations and noted that although bed and breakfast owners and managers are 
keen to affiliate with associations for funding purposes, the requirements, processes 
and high costs involved are beyond the reach of many, thus these establishments 
continue to fail financially.  
2.6.2 Competition  
The existence of tough competition between enterprises poses another major 
challenge to the industry. The challenges arising from the impact of competitions are 
clearly spelt out in Kenya. The country continues to embrace hospitality as an essential 
tool for socio-economic development, yet, a critical evaluation indicates that women 
entrepreneurs, in the bed and breakfast establishments, continue to face the challenge 
of competition stemming from the increasing number of new hotels, which has often 
resulted in lower prices and decreased profit margins (Chan & Quah, 2008; Mwobobia, 
2012; Nkonde, 2012). In contrast, Shikuri and Chepkwony’s (2013) study conducted 
in Nairobi indicates that, although competition was acknowledged as a challenge, only 
38 percent of bed and breakfasts ranked it as a major issue. This implies that 
competition is not the same across the business sectors and that some owners and 
managers of bed and breakfast establishments may have accepted competition as a 
way of doing business since the market is liberalized.  
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2.6.3 Government support and regulations  
Government regulations and policy issues, such as lack of government support, and 
operating within both unfriendly government policies and confusing government 
guidelines, emerged as another key challenge in managing bed and breakfasts in 
Sabah, Malaysia (Chan and Quah (2008). This challenge seems to apply in most of 
the developing countries, thus, although there exist government structures seeking to 
support hospitality businesses in South Africa, most bed and breakfast owners and 
managers in the country are of the view that they do not get enough support from the 
government. This can be attributed to lack of information on the available support 
programmes, such as the Small Enterprise Finance Agency (SEFA) and the Industrial 
Development Corporation (IDC), which were established to assist them, thus affecting 
the hospitality industries’ chances of grabbing opportunities for growth (Chimucheka, 
2013).  
Furthermore, South African bed and breakfast owners and managers argue that 
regulatory frameworks are designed for large businesses at the expense of smaller 
firms (Chipunza, 2014). As a result, these owners and managers find it difficult to 
handle and comply with complicated labor regulations such as retrenchment packages 
which compels them to hire expensive consultants (Chipunza, 2014).  
Similarly, the bed and breakfast owners and managers in Glasgow, United Kingdom, 
feel neglected and marginalized by their government. The federal government, which 
runs annual training courses, invites bed and breakfasts and yet the training courses 
do not assist them much, mainly because the government places little attention to their 
training as compared to the large hotels, thus showing lack of support for the bed and 
breakfast establishments (Jaafer, Ing & Sukarno, 2011). In Zimbabwe, the bed and 
breakfast establishments struggle to meet the bureaucratic requirements given their 
meagre income, as they suffer from tough laws, regulations and procedures when 
registering businesses; these experiences eventually derail their establishments 
(Chipunza, 2014).  
2.6.4 Human Resource issues  
Bed and breakfast establishments need to access a pool of qualified, skilled and 
motivated employees in order to perform well and sustain growth (Chimucheka, 2013).  
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Chan and Quah’s (2008) study, however, revealed that human resource issues such 
as unaffordable skilled-workers’ salaries and lack of communication skills appeared to 
be the main challenges faced by bed and breakfasts in Sabah, Malaysia. The 
operators of these establishments in Sabah, Malaysia, for example, indicated that it 
was difficult to employ skilled and trained employees as they could not afford to 
remunerate them as expected, while others highlight trust and honesty among them 
and their employees as some of the key issues (Chan and Quah, 2008). Although it 
seems to be boom time for India’s hospitality industry, bed and breakfast 
establishments are faced with a lack of trained staff as per the requirements of the 
industry and also suffer from lack of infrastructural facilities that can organize its human 
resource (Sadiqe, 2014).  
It is, therefore, evident from the above literature review that although there has been 
an increase in the bed and breakfast establishments, they continue to face challenges 
although, most of these are in the external environment of the ventures (Niemann, 
Visser & Van Wyk, 2008; Chili & Mabaso, 2016).). These establishments also face 
difficulties in relation to diversity within their workforce (Pinilla, 2002).   
The next section explores the concepts diversity and diversity management.  
  
2.7 DIVERSITY AND DIVERSITY MANAGEMENT  
2.7.1 Definition of Diversity  
The term ‘diversity’ has many interpretations (Wamaitha, 2013), but for the purpose of 
this study, the researcher employs the definition by Bedi, Lakra and Gupta (2014: 102) 
that views diversity as “policies and practices that seek to include people from within 
a workforce who are considered to be different from those in the prevailing 
constituency”. In addition, Bovana (2014) classifies diversity as a broad range of 
human uniqueness, such as, perception and attitudes, work style, lifestyle, personality, 
values, work ethics, communication style, world view, recreational and personal habits, 
educational background, work experience, appearance, parental status, marital status 
as well as functional levels of classification.  
It can, thus, be inferred that diversity in the workplace involves tolerance of the different 
unique aspects of individuals within an organization, the exploitation of target input for 
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the organization and that of personal benefit in a positive way (Wambui, Wangombe, 
Muthura, Kamau & Jackson, 2013: 201). The tolerance can best be practiced by 
adopting correct diversity management practices.  
The following section explores the concept of diversity management benefits and 
practices.  
  
2.7.2 Concepts of diversity management  
Diversity management is defined as “the process of planning, directing, organizing and 
applying all the comprehensive managerial attributes for developing an organizational 
environment, in which all diverse employees irrespective of their similarities and 
differences, can interact with each other and actively and effectively contribute to the 
competitive advantage of an organization” (Dike, 2013; Bovana, 2014). Olsen and 
Martins (2012) add that diversity management is “the utilization of human resource 
management practices to (a) increase or maintain the variation in human capital on 
some given dimensions, (b) to ensure that variation in human capital on some given 
dimensions does not hinder the achievement of organizational objectives, and (c) to 
ensure variation in human capital on some given dimensions’ facilities the 
achievement of organizational objectives”. These definitions show that diversity 
management is a strategy that seeks to promote the perception, acknowledgement 
and implementation of diversity in organizations (Bedi, et al., 2014). Diversity 
management, hence, is the key to growth in today’s fiercely competitive global 
marketplace and highly beneficial to both employees and organizations (Shume, 
2013).  
The following section explores the different benefits of diversity management.  
2.7.3 Benefits of diversity management  
An organization’s success depends upon factors such as its ability to manage diversity 
and realize its multiple benefits (Korjala, 2012). Organizations that put more effort into 
diversity management can attract and keep employees from different backgrounds 
(Tervonen, 2012). Munjuri (2012) notes that proper diversity management increases 
both the self-esteem of individuals from the minority groups in the organization and 
their feeling of belonging to the same organization. As a result, there is a greater team 
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work that fosters an inclusive culture, which values the differences and contributions 
made by diverse individuals within organizations (Korjala, 2012).   
A proper management of diversity also results in an increase in productivity and 
performance (Tervonen, 2012). Organizations that provide for employees, irrespective 
of their differences, enable employees to feel that they are valued and belong to the 
organization (Bedi, et al., 2014). This practice also ensures that employees remain 
loyal, perform better and contribute to giving the organization a competitive advantage 
(Ongori & Agolla, 2007). The continued valuing of diversity by organizations located in 
the marketing business may also have a positive impact on sales, market shares and 
corporate profits, and thus improve organizational competitiveness (Ogbo, Anthony & 
Ukpere, 2014). The hospitality industry, which is an extremely competitive industry, 
should effectively manage diversity in order to motivate employees, decrease turnover 
and attract customers (Gong, 2008).  
It has also been observed that a good management of diversity can increase 
innovation and creativity among employees (Wambui, et al., 2013). A study by Gong 
(2008) revealed that employees with multicultural backgrounds and experiences can 
provide improved innovations in the industry by introducing new ideas from different 
viewpoints. In addition, Bedi, et al., (2014) indicate that the presence of a diverse team 
means that each employee can bring different ideas to the table and offer unique 
perspectives during problem-solving leading to the best solution at the shortest 
possible time.  
Managing diversity, hence, also creates an opportunity for exploitation of diverse 
experience (Bedi, et al., 2014). Organizations that employ diverse individuals open a 
platform for employees to be exposed to new cultures, ideas and perspectives. Such 
experiences can slowly break down the barriers of xenophobia and ethnocentrism, 
thereby encouraging employees to be more tolerant (Ingram, 2013). Petrov (2006) 
also notes that managing diversity enhances corporate image and reputation. This is 
established through a positive image acquired by an organization which avoids divisive 
practices, such as discrimination at the workplaces. This will serve as a supporting 
factor to diversity (Gong, 2008), therefore, as noted by Petrov (2006), organizations 
that understand and value individual differences, and learn how to effectively manage 
a diverse workforce reap all possible benefits as indicated above.   
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The following section analyses diversity management practices that can be used to 
effectively manage diversity at the workplaces.  
2.7.4 Diversity management practices in Bed and Breakfast establishments  
For the purpose of this study, bed and breakfast establishments are conceptualized 
as SMMEs. Large enterprises are, usually, passionate about diversifying their 
workforce, view its implementation as a norm and continuously strive to improve 
diversity management; bed and breakfast establishments, on the other hand, have a 
unique perspective about the role of diversity and the features of diversity practices 
that respond to their needs (Fisher, 2012).These establishments perceive diversity 
management as a choice and only inevitable when they feel it is a burden or they 
cannot effectively manage it (Dike, 2013).  
Hajjar & Hugonet (2015) notes that bed and breakfast establishments often lack time, 
means and expertise to implement efficient and integrated diversity practices, and 
usually fear to commit because they deem diversity management practices as too 
onerous as they are logistically and strategically demanding. However, Manjit (2008) 
indicate that bed and breakfast establishments could develop diversity management 
practices that are suitable for their own requirements.  
A number of studies are significant here. Manjit’s (2008) study identified a small 
business in South Australia that took a relatively informal diversity management 
practice by using community networks and word of mouth to attract and recruit 
multicultural employees who appreciated the opportunity; this strategy indicated the 
value of application of diversity which was reinforced by the Chief Executive Officer of 
this business entity. In addition, Hajjar & Hugonet (2015) identified small business in 
Spain which designed and set up a profile aimed at attracting and retaining talent 
regardless of individual differences and based on a work-related criteria grounded on 
merit and not discrimination. Bed and breakfast establishments, therefore, can take a 
more individualized approach on diversity by recruiting and retaining employees who 
have been exposed to a variety of people, ideas, perspectives, and cultures through 
their educational, prior business experiences and personal networks (Fisher, 2012).   
Although, diversity management seems crucial during the recruitment process, it does 
not end there. One thing that is important and can be done differently by bed and 
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breakfast establishments is embedding diversity performance in the performance 
appraisal of all employees (Manjit, 2008). Employees in a small Spanish business 
called People Matters, for example, are evaluated by their managers and their tutor 
compiles all the information and completes annual evaluations that are reviewed at a 
meeting; during this the managers, directors and partners share performance 
information and agree on the final performance results with the aim of reducing the 
risk of discrimination (Hajjar & Hugonet, 2015). In addition, multi-cultural employees in 
South Australia are not expected to perform at a higher level than the Australian 
employees in order to secure their jobs (Manjit, 2008).  
There also appears, with respect to training and development that there are mixed 
opinions towards the importance of diversity training perceptions by small businesses 
(Aziz, Abdul, Awang & Zaiton, 2012).  Diversity training is essential, although, some of 
these businesses do not conduct it. For example, even though there is a strong 
contingent of culturally diverse employees, a small business in South Australia does 
not provide any diversity training for employees from dominant cultures and from 
multicultural backgrounds (Manjit, 2008). Nonetheless, the presence of a diverse 
workforce in Kelantan has witnessed employees being sent for diversity and language 
training in order to build a strong bond between employees (Aziz, Abdul, Awang & 
Zaiton, 2012).   
It is clear from the above studies that the diversity management practices implemented 
within the small businesses, bed and breakfast establishments, are driven mainly by 
three factors - the nature of their business, the beliefs and values of the CEO and 
owner of the business as well as the size of the businesses. Their diversity 
management practices, therefore, may not need to be as costly and formalized as of 
large enterprises.  
  
2.8 DIVERSITY MANAAGEMENT PRACTICES – A HUMAN RESOURCE 
PERSPECTIVE  
The reality that workforce diversity arises from the existence of different employees 
within the organization, suggests the likelihood of any organization’s human resource 
functions introducing diversity management practices (De Beer, 2011). Diversity 
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management practices involve activities that encourage employees to value diversity 
in an organization (Shume, 2013). The application of diversity management is likely to 
involve decisions made with regards to an organization’s approach in the following 
areas:  
2.8.1 Recruitment and Selection  
According to Noor, Khalid and Rashid (2013), recruitment and selection are two vital 
human resource management activities that can be considered and included in the 
organization’s human resource plan. These activities involve the process of attracting 
a supply of qualified and diverse applicants for employment (Shume, 2013). To 
capitalize on diversity, organizations must ensure that recruitment and selection 
processes are not tainted by stereotyping and discrimination, thus, a positive approach 
to diversity might enable organizations to choose the best talented employee for the 
job (Noor, et al., 2013), regardless of their origin (Petrov, 2006).   
On the contrary, Matemera (2008) highlighted that SMEs’ owners and managers 
consider formal recruitment processes as a waste of time and that their priority is to 
make high production and profit, thus creating the potential for discrimination to arise. 
Petrov (2006) identifies several recommendations that can be used to improve the 
management of workforce diversity in the area of recruitment. These include (i) 
development of a job description and selection process that covers job-relevant duties, 
qualifications, and experiences and comply with antidiscrimination legislation; (ii) 
include advertisements in ethnic language press in addition to daily newspapers, and 
use a broad scope of recruiters, including international ones; (iii) include diverse 
multinationals in the human resource departments and make them participate in the 
selection and hiring processes; and (iv) apply specific interviewing techniques when 
dealing with culturally-diverse applicants.  
2.8.2 Training and Development  
Diversity training refers to organizational effort that seeks to inform and educate 
management and employees about the promotion of favorable attitudes and adoption 
of skills and behavior that promote diversity (Shume, 2013). In order to retain the 
already-hired diverse employees, management could provide adequate training and 
development opportunities that can help to eliminate group differences in career 
outcomes and generate respect for individual differences, attitudes, values and 
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behavior (Petrov, 2006). Furthermore, these training and development opportunities 
can create awareness among employees and develop a greater sensitivity to the 
challenges and presented diversity opportunities (Shume, 2013).   
Petrov (2006) provides several recommendations that can be used to improve training 
and development in organizations, which include - (i) identifying specific training needs 
that are linked to the organization’s goals and objectives (ii) assessing individual 
worker training needs to enable participation within a training program (iii) evaluating 
literacy, language, numeracy and skill competency levels; (iv) developing individual 
annual training plans which cover knowledge, operational and interpersonal skill, and 
(v) implement training programs that deal with cultural sensitivity, stereotyping and 
other inaccurate perceptions on diversity when working in a multicultural environment.  
Research shows that managers and owners of bed and breakfast establishments 
ignore the training and development of employees as they consider it a costly exercise 
(Das, Narendra & Mishra, 2014). It can, however, still be argued that adopting diversity 
training and development is crucial for these establishments because developing 
employees from diverse social groups has the potential of creating a sense of 
awareness and tolerance of individual differences which can result in the improvement 
of both individual and organizational performance.  
2.8.3 Performance Appraisal   
Performance appraisal involves the understanding that a more diverse and inclusive 
work environment can yield greater productivity and help improve individual as well as 
organizational performance (Petrov, 2006). Organizations can take several steps, 
such as involving minorities in panels during the evaluation process and making sure 
that the appraisal process focus on evaluating the individual’s performance and not 
personality, in order to improve the effectiveness of performance appraisal practices 
in the area of diversity (Shume, 2013). Petrov (2006) also outlines several steps that 
can be taken in order to improve the effectiveness of performance appraisal practices 
in the area of diversity that include - (i) ensuring that it is objective, relevant to the job 
and the organization, and fair to all employees; (ii) the inclusion of multicultural 
employees on panels that evaluate, select and promote managers; (iii) use of 
performance appraisal techniques that focus on appraising the individual’s 
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performance and not personality; and (iv) emphasizing the cultural neutrality of the 
appraisal process.  
Wamaitha’s (2013) study carried out in Kenya noted that there were managerial and 
organizational difficulties regarding the implemented systems, with some managers 
preferring to work with or promote employees from their ethnic groups. The study 
provided clues to managers and owners of bed and breakfast establishments on how 
they should manage performance appraisals in their work environments which have 
diversity. The clues showed that care should be taken to differentiate employees’ 
performance from ethnicity and other non-performance related attributes.  
2.8.4 Reward and Compensation  
Noor, et al., (2013) identified compensation as a crucial segment of human resource 
management that required planning, organizing and controlling a variety of payment 
systems used to reward employees who perform jobs or services. Compensation 
ensures that there is a direct relationship between employee efforts and reward. 
Managers, thus, have to implement a performance-based pay system to ensure that 
there is equal pay for equal jobs within their workplaces and avoid unexplained 
differences among employees. Any unexplained differences might result in loss of 
motivation and lower job satisfaction (Petrov, 2006). A consistent approach to the 
provision of rewards means that decisions on pay should not vary arbitrarily and 
without due cause between different people. Employees should be given a voice in 
the development of reward policies and practices, as well as the right to explanations 
on decisions and how they would have been arrived at (Shume, 2013).   
Petrov (2006) outlines approaches that can be taken to improve this area and these 
include - (i) reducing wage disparities by using an equal and fair distribution of rewards 
between employees regardless of origin; (ii) giving multicultural employees 
challenging assignments and mentoring these employees for promotions into senior 
positions;(iii) making the different nationalities feel recognized and appreciated; and 
(iv) giving them freedom to do their jobs without constant monitoring. The 
implementation of these diversity management practices, from a human resource 
perspective, allows integration and eradicates negative elements that affect diversity 
and productivity and rather work towards increased productivity. Furthermore, 
managing diversity allows the taping into underutilized skills within an organization 
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through the removal of existing diversity stereotyping that would have overlooked such 
skills (Veldsman, 2013). It is crucial, therefore, for organizations to learn how to value 
and manage diversity in the workplace, in order for their future success and attainment 
of operational efficiency as all workers would feel united and recognized, equally.  
Mabaso, in a 2017 study, argues that rewards should motivate employees and be 
applied fairly among them. This is supported in the case of a small business in South 
Australia that has a policy of equal pay for equal work and that is supported by the 
employees who all hold the view that remuneration is equitable, based on performance 
and not influenced by any other factors (Manjit, 2008). It is critical for bed and breakfast 
establishments to adopt reward systems that consider diversity management when 
recognizing employees’ performance and contribution individually, regardless of their 
origin. In this way, employees might feel appreciated for their individuality and 
motivated, and ultimately improve their performance.   
  
2.9 CHALLENGES OF DIVERSITY MANAGEMENT  
Employee diversity offers opportunities that can enhance organizational performance, 
however, it also presents managers with a set of challenges. Managing diversity 
means that managers are tasked with finding ways to value employee diversity 
appropriately; balance individual needs with group fairness; deal with resistance to 
change; ensure group cohesiveness and open communication; avoid employee 
resentment and backlash; retain valued performers; and maximize opportunities for all 
(Korjala, 2012; Greenberg, 2012; Wamaitha, 2013; Bovana, 2014; Ogbo, Anthony & 
Ukpere, 2014). Some of these outlined challenges that managers face when managing 
diversity management are discussed below. The ones discussed below are the most 
common and major hindrances that bed and breakfast establishments encounter in 
their quest for success.  
2.9.1 Communication  
Communication is one of the greatest challenges of diversity management due to the 
associated perceptual, cultural and language barriers (Wambui, et al., 2012). The 
reality is that employees would be from different racial and cultural backgrounds, and 
speak different languages which increases the difficulty of communication between 
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employees in the workplaces (Korjala, 2012). The observation is confirmed by 
Manoharan, Gross and Sardeshmukh (2013) in their study which noted that ethnically 
diverse employees lack English language skills, a condition which has an impact on 
their different stages of communication processes. Foma’s (2014) study, nevertheless, 
encouraged owners and managers to ensure that communication barriers are fixed at 
once as these can have a huge effect should the employees fail to communicate with 
each other due to differences in languages.  
Bed and breakfast establishments, especially in the South African context, also employ 
diverse people with different languages and different competencies in the English 
language. It is possible therefore to argue that, communication might remain a barrier 
in these establishments. The situation might get exacerbated if not attended to as 
diverse clients patronize bed and breakfast establishments (Manoharan, et.al., 2013). 
This situation creates chances of communication failure between employees, 
employees and employers, and the establishment and clients; this will undermine the 
enterprises’ daily operations.  
2.9.2 Discrimination  
Negative attitudes and behaviors, such as discrimination, can be barriers to 
organizational diversity (Nayak & Joshi, 2012). A study by Onsongo and Maina (2013), 
which evaluated the prevalence of discrimination in organizations, reported that 88.5% 
of employees working at bed and breakfast establishments operating in Kenya – 
KisiiTown - were discriminated against on the grounds of religion, marital status, 
culture and gender. Discrimination is unhealthy for any organization as it might result 
in an increase in lawsuits and claims that directly increase the organization’s costs and 
lower the retention rate of employees (Gong, 2008). In addition, an employee 
encountering discrimination usually fails to perform well, develops a poor perception 
of equity and raises issues of litigation (Dike, 2013).  
2.9.3 Mismanagement of diversity  
The mismanagement of diversity in the form of denied access or unfavorable treatment 
can have negative consequences. The negative impact includes the constraining of 
workers' abilities and motivation which might further affect productivity and lead to 
lower job performance (Hang Vo, 2014; Ongori & Agolla, 2007). The challenge of a 
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mismanaged diversity, thus, can cause disadvantages for any organization (Tervonen, 
2012).  
A study by Mollel, Mulongo and Maket (2015) demonstrates that the mismanagement 
of diversity also affects the implementation of diversity practices at both top 
management and line manager levels in organizations. In line with the context of this 
study, it can be argued that lack of diversity management practices within bed and 
breakfast establishments continues to hinder the enterprises’ growth. This is because 
if owners and managers lead diverse groups in a biased way because they lack 
knowledge of diversity management, it will have dire consequences. The implications 
include lack of collegiality among employees themselves, which might affect their 
performance and that of the organization.  
2.9.4 Diversity Training  
Although diversity training aims at building respect and increasing sensitivity to the 
differences among employees, expensive diversity training costs is a challenge (Hang 
Vo, 2014). The challenge comes in the costs associated with seminars, programs and 
lectures given to promote diversity in an organization (Ongori & Agolla, 2007). Gong’s 
(2008) study, conducted in the United States of America, observed that high training 
costs are a major challenge to the hospitality organizations that are devoted to develop 
diversity. A multinational workforce, for example, may require language and cultural 
awareness training to facilitate integration into the workplace and local society (Hang 
Vo, 2014). For this to take place Korjala (2012) indicates that there has to be a strategy 
and implementation proposal for every department and function of the organization. 
Studies, such as those undertaken by Das, Narendra and Mishra (2014) confirm that 
owners and managers of bed and breakfast establishments also consider diversity 
training as a costly exercise, hence, often ignore it. In this context, employees might 
feel neglected and therefore fail to develop positive attitudes towards those who are 
different from them, which might lead to less valuing of diversity in the workplace.  
2.9.5 Conflict  
Another challenge to no diversity management is an increase in conflicts, which arise 
when two or more employees differ or disagree on a particular situation (Hang Vo, 
2014). With regards to diversity, conflicts arise largely due to ignorance, however, 
these situations, if managed and controlled, creativity and performance can be 
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increased (Ongori & Agolla, 2007). Within the bed and breakfasts establishments, 
conflict remains a challenge because employees do not have the opportunity to learn 
about their individual differences, making them ignorant towards those who are 
different (Manoharan, et.al., 2013). Very often, employees have disagreements 
because they do not understand each other’s views or beliefs and do not respect each 
other.  
  
2.10 PSYCHOLOGICAL CAPITAL  
2.10.1 Origin  
The field of positive psychology, publicly launched by Martin Seligman in 1998, in his 
presidential address to the American Psychological Association (APA), has received 
significant attention since then (Seligman & Csikszentmihalyi, 2000). Positive 
psychology places greater emphasis on building strengths and competencies rather 
than merely treating deficits, disorders and pathologies, and it seeks to catalyze a 
change in psychology, from preoccupation with repairing the worst things in life to 
building the best qualities in life (Herbert, 2011). Drawing on the positive psychology, 
Luthans (2002) identifies positive psychological construct aspects that include self-
efficacy, hope, optimism, happiness and resilience, which meet the criteria of being 
positive, on the basis of theory and research. It is open to development, change and 
management for performance improvements. These constructs are considered as 
positive organizational behavior (POB) (Lorenz, Beer, Putz & Heinitz, 2016).  
POB is concerned with the study of positive human resource strengths which can be 
measured, developed and managed effectively, and result in performance 
improvements within the workplace (Ferreira, 2015). Luthans and Youssef (2007) 
bundled four of the states (hope, optimism, resilience and self-efficacy) into the higher 
order construct “positive psychological capital”. This construct provides practitioners 
with a new framework to ensure a sustainable competitive advantage through human 
resources (Lorenz, et al., 2016). Psychological capital, thus, is viewed as a core 
concept in positive organizational behavior literature (Simons & Buitendach, 2013).  
© Central University of Technology, Free State
30  
  
2.10.2 Definition of Psychological Capital  
Luthans, Youssef and Avolio (2007) elucidate psychological capital (PsyCap) as the 
positive psychological states of individuals, which simply implies how confident, 
hopeful, optimist and resilient an individual is. In this definition, PsyCap has the 
integrative common thread running through the four dimensions (self-efficacy, 
optimism, hope and resilience) of a motivational propensity to accomplish goals and 
succeed (Avey, Luthans, Smith & Palmer, 2010). PsyCap is not positioned as simply 
a summation of its individual components, but rather as a higher-order core construct 
that integrates the four psychological resources. As a result, PsyCap is theorized as 
having more impact on performance and other desirable outcomes than the individual 
psychological resources that comprise it (Dawkins, 2014).  
PsyCap is a positive state-like capacity that has been empirically developed through 
theory-building and research (Du Plessis & Barkhuizen, 2012). It is a resource that 
goes beyond human capital (experience, knowledge, skills and abilities) and social 
capital (relationships, networks) (Diržytė, 2013). The concept of PsyCap, and each of 
the construct included in it may have stability over time, but they are expected not to 
be as stable as personality traits and other evaluations; they are therefore state-like 
and open to change and development (Herbert, 2011). In line with the context of the 
study, psychological capital is defined as an employee’s positive psychological state 
of development (Luthans & Youssef, 2007).  
2.10.3 The influence of Psychological Capital in organizations  
Current organizations encounter challenges from heavy competition, uncertainty and 
diversity that employees have to face with a positive mindset and grit (Anjum & Ahmed, 
2014). PsyCap comprises of all those psychological capabilities that are relevant in 
dealing with these challenges and have many positive outcomes for both employees 
and organizations (Harris, 2013).   
At a broader level, research has investigated several aspects within organizations that 
are positively influenced by the PsyCap. Amin and Akbar (2013), for instance, 
analyzed the effect of PsyCap on employee turnover and established that, although 
problems such as salary scales, low promotion rate, working days and service 
experience have caused high employee turnover, employee turnover can be reduced 
if employees feel that the organization meets their needs by improving their 
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psychological well-being. Chen, Wu and Wang (2015) argue that PsyCap leads to 
beneficial attitudinal and behavioral outcomes. A study by Choi (2014), which analyzed 
PsyCap in the relationship with the independent work environment and self-directed 
behaviors, indicates that employees who perceive the work environment in their 
organizations as independent are likely to experience higher levels of PsyCap which 
in turn impact positively on their self-directed behavior.  
Research has also shown a link between employees ‘psychological capital and their 
level of work engagement (Solomon, 2014; Ferreira, 2015; Tabaziba, 2015; Na 
Ayutthaya, Tuntivivat & Prasertsin, 2016). A study by Na Ayutthaya, et.al., (2016) 
revealed that employees with high PsyCap engage in their work at elevated levels 
resulting in increased employee job satisfaction, employee well-being and feelings of 
gainful employment (Solomon, 2014; George, 2015; Tabaziba, 2015). Ferreira (2015) 
attests that having correctional officers who positively engage with their workplace, 
resulted in a successful operation of correctional facilities. This allowed the 
Department of Correctional Services to achieve its vision and mission in protecting 
society from harmful individuals, and enabled the rehabilitation of the inmates so they 
can integrate successfully into society again. The development of PsyCap, thus, in 
correctional officers enabled them to take up challenges of globalization and enhance 
their organizational citizenship behavior, resulting in increased human resource 
development for the Department (Murthy, 2014).  
In the case of bed and breakfast establishments, PsyCap plays a critical role for both 
the establishments and the development of employees, especially, in situations where 
they are faced with challenges and heading for failure (De Hoe & Janssen, 2014). It is 
a powerful positive resource with an ability to enhance bed and breakfast 
establishments’ employees’ productivity, for them to overcome challenges and 
achieve growth (Yardley, 2012). As indicated by various research studies (Anjum & 
Ahmed, 2014), if employees are more confident, hopeful, optimist and resilient, they 
can cope better with challenges faced by these establishments, hence, PsyCap might 
contribute to a self-sustained growth of employees and development of the bed and 
breakfast establishments.  
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2.10.4 Psychological Capital Dimensions  
Levene (2015), believes that one must first understand how PsyCap is constructed, 
how each single dimension works in order to understand the common thread that leads 
to the higher construct. Four specific positive psychological dimensions were found to 
be measurable, open to developing and related to work performance and desirable 
outcomes (Bayramoglu & Sahin, 2015). These are:  
2.10.4.1 Self-efficacy  
Self-efficacy is a human resource strength which has the psychological capacity for 
development and effective performance management (Ferreira, 2015). It is linked with 
individuals’ convictions about their own capacity in carrying out a set of actions that 
successfully lead to a desired outcome (Bayramoglu & Sahin, 2015). This implies that, 
when individuals have a high self-efficacy, they are willing to take on challenging tasks, 
extend their motivation and effort in order to achieve goals successfully and to persist 
in the face of adversity (Dawkins, 2014). In addition, individuals with high self-efficacy 
do not wait for goals to be set for them; on the contrary, they create their own 
discrepancies by continuously challenging themselves and setting higher goals 
(Ferreira, 2015).  
2.10.4.2 Hope  
Hope is the process of thinking about one’s goals along with the motivation to move 
toward those goals (agency) and the ways to achieve those (pathways) (Bayramoglu 
& Sahin, 2015). Individuals are motivated to achieve goals through their sense of 
agency, which fosters internal determination and will power to invest the necessary 
energy to achieve the desired goals, with hopeful individuals being more motivated by 
the desire to develop ways to get things that they want (Dawkins, 2014). This in turn 
allows them to generate multiple pathways to continuously envision goal attainment 
and success as they prepared to create alternative routes in the case of an obstacle 
blocking the current path (Avey, Patera, & West, 2006).  
2.10.4.3 Optimism  
Optimism is a general expectation for future good outcomes and optimistic individuals 
expect to experience good things while pessimistic individuals expect bad things in life 
(Bayramoglu & Sahin, 2015). Optimists expect positive and desirable events in the 
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future and tend to attribute their success to themselves and global attributes, while 
failures are attributed to external attributes specific to the situation (Ferreira, 2015). 
Nonetheless, optimism may also have dysfunctions in the workplace; for example, 
employees who are physically healthy may be optimistic about their health in the future 
and neglect their physical and nutritional maintenance at the present time (Tabaziba, 
2015). In order to address these dysfunctions, which could ordinarily result in a cost 
for the organization, one needs to construct a realistic optimism, which involves an 
objective assessment of what an individual can accomplish within a specific context 
and he/she takes the available time and resources into consideration (Ferreira, 2015).  
2.10.4.4 Resilience  
Resilience refers to having the capacity to bounce back from adversity, failure or even 
seeming overwhelming positives (Luthans, 2002; Shahnawaz & Jafri, 2009). It is a 
process of good adaption under extenuating circumstances that enables individuals to 
rapidly overcome or rejuvenate after a setback or failure (Bayramoglu & Sahin, 2015). 
Resilience allows for both reactive recovery and proactive learning as well as growth 
through conquering challenges (Appollis, 2010). In addition, resilient people move on 
in life after a stressful experience or event such as personal adversity, conflict and/or 
failure (Solomon, 2014).  
It should be borne in mind that the above psychological capital dimensions interact. A 
person who is trustful is able to use hope, optimism and resilience for specific tasks in 
different areas of his/her life. A resilient person uses coping mechanisms to develop a 
realistic and flexible optimism. In turn, self-efficacy, hope and resilience can also help 
in the development of a positive attribution style to actions under one’s control (De 
Hoe & Janssen, 2014). In this context, bed and breakfast establishments might have 
to invest in training programs that are designed at developing and building these 
psychological dimensions. In that way, these dimensions can assist the businesses to 
understand the psychological strengths within each employee and allow the 
employees to be more engaged in their workplace; this, in turn, will result in great 
productivity and successful management of the bed and breakfast establishments.  
2.10.5 Psychological Capital in the Hospitality Industry  
Mathe (2011) claims that PsyCap has the potential to impact the hospitality industry in 
a positive way and may be a critical factor in the success of hospitality employees. 
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Managers from the hospitality industry need to recognize the significance of PsyCap 
and develop training programs that help employees to cultivate and maintain PsyCap 
at high levels in order to improve their job satisfaction and organizational commitment 
(Paek, Schuckert, Kim & Lee, 2015). Employees high in psychological capital, are 
more satisfied with their job, career and life (Karatepe & Karadas, 2015). Na 
Ayutthaya, et.al., (2016) reiterates that employees’ hope and optimism in 
psychological capital have a significant effect on their job satisfaction, while, their hope 
and resilience affect organizational citizenship behaviors, thus showing that these can 
improve the hospitality employees’ attitudes and organizations’ effectiveness.   
 
Developing PsyCap in employees may serve as an important catalyst to improving 
performance within the hospitality industry (Mathe, 2011). The results from a study by 
Lee and Chu (2016) suggest that hospitality interns' positive psychological capital was 
significantly associated with their performance, thus indicating a great connection 
between the two variables within the industry.  Similarly, Na Ayutthaya, et.al., (2016) 
indicate that hospitality industry employees who have a high positive psychological 
capital can have the “self-efficacy” to overcome problems because they have 
confidence to fix the problem by themselves or the “hope” that they would get better in 
the future; this however, can only come about after they face the problems. In addition, 
optimism enables these employees to look at only the positive side and only do the 
‘good’ thing.  
2.10.6 Measurement of Psychological Capital  
The Psychological Capital Questionnaire is widely recognized as the standard scale 
measuring PsyCap. It was developed as a compound measure consisting of (modified) 
items from published scales for hope, optimism, resilience and self-efficacy (Lorenz, 
et al., 2016). This scale was developed by Luthans, et al., (2007) and contains the sub 
dimension of ‘optimism’, ‘resilience, ‘hope’, and ‘self-efficacy’. The scale consists of 24 
items, and the ‘optimism’ dimension is measured by items 1*, 9, 11*,14, 18, 19; the 
‘resilience” dimension by items 5, 7, 8*, 10, 13,22; the ‘hope’ dimension by items 2, 6,  
12, 17, 20, 24; and the ‘self-efficacy’ dimension by items 3, 4, 15, 16, 21, 23 (*reverse 
scored items). High scores indicate high levels of optimism, resilience, hope and self-
efficacy for each dimension (Cetin & Basim, 2012).   
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On the scale, where a 6-point Likert-type scale is used, contains statements such as: 
an item reflecting the self-efficacy subscale is: ‘I feel confident helping to set targets 
or goals in my work area’; an item reflecting the hope subscale is: ‘If I should find 
myself in a jam at work, I could think of many ways to get out of it’; an item reflecting 
the optimism subscale is: ‘I always look on the bright side of things regarding my job’; 
and an item reflecting the resilience subscale is: ‘I usually take stressful things at work 
in my stride’ (Hansen, Buitendach & Kanengoni, 2015).  
For the purpose of this study, the researcher will use the Psychological Capital 
Questionnaire consisting of four subscales for the four PsyCap components of hope, 
self-efficacy, resilience and optimism as developed and validated by Luthans, et al.,  
(2007). This study aims to determine whether bed and breakfast employees’ hope, 
self-confident, optimistic and resilience is affected by diversity management. The 
results of the scores from the questionnaire used in the study will represent the 
employees’ level of positive PsyCap.  
  
2.11 THE RELATIONSHIP BETWEEN DIVERSITY MANAGEMENT AND 
PSYCHOLOGICAL CAPITAL  
Despite the growing literature on both diversity management and psychological capital, 
no empirical evidence exists on the relationship between the two variables in the 
context of developing economies and bed and breakfast establishments, specifically. 
Available literature argues that embracing diversity and managing it can increase one’s 
willingness to remain in an organization, and improve skills, and organizational human 
resources that are difficult to imitate (Nwachukwu and Robinson, 2011). With such 
effect of diversity management, it can be argued that showing the reflectiveness, 
adaptiveness and responsiveness of employees to a diversity that is well managed 
can have the potential for the improvement of their psychological capital attributes. 
This assumption is supported by Chapman and Radford (2015) who underscore the 
importance of resilience-building programs in the workplace as a means of equipping 
individuals with the resources and skills necessary to function effectively. Such 
resilience programmes can incorporate elements of diversity management for the 
improvement of the psychological functioning of employees and their general well-
being (Seligman & Csikszentmihalyi, 2000).   
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Further studies, such as the one by Luthans and Youssef’s (2007) which merges 
positive organizational behavior, with Reichard, Dollwet and Louw-Potgieter’s (2014) 
study, identified cross-cultural leadership as part of diversity management and 
psychological capital, and argue that organizations constantly need employees who 
can effectively work across a diverse workforce (diversity receptivity) and succeed. 
Other studies (Behjat & Chowdhury, 2012) illustrate the direct impact of properly 
managing diversity on the self-efficacy of employees; this also helps in the decisions 
employees make when dealing with diverse situations and resolving problems 
emanating from the diverse nature of colleagues. This is confirmed by the observation 
that a well-managed age-diversity assists younger employees to improve their self-
efficacy when dealing with older employees within the organization (Chapman & 
Radford, 2015).  
It can be argued from the above that, employees are unique and these unique 
characteristics influence their attitudes, behavior and psychological capital. This 
makes the relationship between diversity management and the psychological capital 
of employees, a worth area for further investigation, in different contexts. It can 
therefore, be argued in line with the context of this study that, the adoption of 
appropriate diversity management practices by the owners and or managers of bed 
and breakfast establishments might impact positively on the psychological capital of 
their employees.  
  
2.12 THEORETICAL FRAMEWORK  
2.12.1 Positive Psychology Origin  
This study will be guided by the PERMA Model: A Positive Psychology Theory, which 
was an initiative by the positive psychologist, Martin Seligman in 2011 (Burton, 2012). 
Positive psychology is the scientific study of how the strengths, well-being, optimal 
functioning, positive experiences and positive individual traits, and those of the 
institutions, facilitate development (Lee Duckworth, Steen & Seligman, 2005; 
Donaldson, Dollwet & Rao, 2015) Positive psychology is focused more on constructing 
and monitoring the subjective well-being of the individual, community, and at 
international levels (Demirci & Eksib, 2015). Positive psychology aims to broaden the 
focus of clinical psychology beyond suffering and its direct alleviation (Lee Duckworth, 
© Central University of Technology, Free State
37  
  
et.al., 2005). Furthermore, the model aims to catalyze a change in the focus of 
psychology from pre-occupation only with repairing the worst things in life to also 
building qualities (Seligman & Csikszentmihalyi, 2000).  
The field of positive psychology has conventionally operated within a deficit paradigm 
focusing on the treatment of people with deficiencies who are in need of healing 
(Asebedo & Seay, 2014). At the subjective level, this field is about valued subjective 
experiences such as well-being, contentment, and satisfaction (in the past), hope and 
optimism (for the future) and flow and happiness (in the present);  at the individual 
level, it is about positive individual traits including the capacity for love and vocation, 
courage, interpersonal skill, aesthetic sensibility, perseverance, forgiveness, 
originality, future mindedness, spirituality, high talent, and wisdom; and at the group 
level, it is about the civic virtues and the institutions that move individuals toward better 
citizenship, such as responsibility, nurturance, altruism, civility, moderation, tolerance, 
and work ethics (Seligman & Csikszentmihalyi, 2000).  
  
Seligman (2003) classifies the primary tenets of positive psychology as three different 
forms of life: the pleasant life “a life that successfully pursues the positive emotions 
about the present, past and the future”; the good life “using your strengths and virtues 
to obtain abundant gratification in the main realms of life”; and the meaningful life “the 
use of your strengths and virtues in the service of something much larger than you 
are”. In addition, the positive psychology theory is operationalized through five key 
elements: positive emotions, engagement, positive relationships, meaningful life and 
accomplishment- abbreviated as PERMA (Burton, 2012).  
Firstly, positive emotions consist of the subjective positive view of the present, 
including somatic pleasures (that is, immediate but momentary sensory delights) and 
the complex pleasures (that is, pleasures that require learning and education); the 
past, including, (contentment, satisfaction and serenity); and the future, including, 
(optimism, hope, and faith) (Asebedo & Seay, 2014; Lee Duckworth, et.al., 2005). It 
further includes, peace, hope and love (Burton, 2012). Emotions are central in the 
context of this study in that bed and breakfast establishments recruit and retain 
employees from various backgrounds who bring their traits, moods and emotions to 
work. Their emotional experiences have an impact towards their attitude (Collishaw, 
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Dyer & Boies, 2008). It is expected that when bed and breakfast establishments create 
awareness within their diverse workforce, employees may experience plenty of 
positive emotional experiences, each day (hope, self-efficacy, resiliency and 
optimism), which in turn will result in positive work attitudes and favorable judgments 
about the establishments. Finally, the display of positive emotions by employees is a 
critical indicator of performance of the bed and breakfast establishments (Jonker & 
Van der Merwe, 2013), hence, these establishments can improve the display of 
employees’ positive emotions by creating a diverse atmosphere and improving 
wellbeing at work.  
Secondly, engagement is a mental state of being and does not necessarily require or 
infer interaction with others as the more common definition of the word insinuates 
(Asebedo & Seay, 2014). It involves the use of positive individual traits such as 
strength of character and talent (Lee Duckworth, et.al., 2005). Engagement at work 
creates what is called “a flow”; a condition in which employees find themselves 
enjoying the moment and concentrating on what they are working on in order to 
increase engagement at work or in life, and decrease the amount of distractions and 
interruptions (Burton, 2012). When employees feel valued, they tend to stay longer, 
work harder and perform high-quality work (Sarita & Guatam, 2015), therefore, 
whenever employees from the bed and breakfast establishments feel that their 
differences are valued, they are most likely to respond positively by engaging with 
other employees of different backgrounds.  
Thirdly, positive relationships are the pursuit of positive, healthy, and fulfilling 
relationships with others (Asebedo & Seay, 2014). Employees need to create 
relationships with those around them, because it is proven that those who have 
meaningful relationships with those around them, are happier than those who do not. 
People spend the majority of their life at work, thus showing the need for positive 
relationships at the work setting in order to create a better environment (Burton, 2012). 
Employers are expected to create a positive working atmosphere by treating all 
employees equally and fairly, despite their differences (Sarita & Gautam, 2015). Bed 
and breakfast establishments, hence, need to implement diversity management 
practices in order to promote equality and connect employees, as this is likely to make 
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employees to strive towards working as a team and without conflicts based on their 
individual differences.   
Fourthly, meaning is the full utilization of one’s talents in order to contribute to 
something believed to be bigger than one’s self (Asebedo & Seay, 2014). It entails 
belonging to and serving positive institutions (Lee Duckworth, et.al., 2005). As human 
beings, there is a need to perform activities that give life meaning and enjoyment, so 
as to achieve a lasting well-being, hence, people should engage in activities that will 
make a difference that is more significant than imagined (Burton, 2012). Organizations 
that delegate authority to subordinates may instill high levels of commitment within 
employees since they will feel they are valued by their organizations (Azic, 2017; Chei, 
Yee, Men & Bee, 2014). Within the context of this study, the assumption is made that 
bed and breakfast establishments that put complete trust in their employees and 
provide them with more power could increase their employees’ sense of 
meaningfulness which ultimately will lead to an improved self-efficacy. Thus, 
employees may feel that they are contributing to the success of the establishments 
and be more optimistic about future challenges.  
Lastly, accomplishment is the pursuit of success, mastery, winning, and realization of 
goals or achievement (Asebedo & Seay, 2014). People need achievements and 
accomplishments in their lives and there are countless accomplishments that can be 
gained to better one’s self (Burton, 2012). The development of diversity management 
practices cannot be underestimated because the key focus of recognition is to make 
employees feel appreciated and valued, individually (Alam, Saeed, Sahabuddin & 
Akter, 2013). When bed and breakfast establishments, therefore, establish an 
equitable balance between the work put in by employees and its effort in the 
management of diversity, employees are likely to end up representing these 
establishments knowing that they are appreciated; this leads to positive qualities, such 
as, higher self-esteem, more confidence, more willingness to take on new challenges 
and more eagerness to be innovative.  
These elements are exclusive in that they can be defined and measured independently 
from one another and each one of these elements can be pursued and worked on 
separately or in combination with others (Seligman, 2011). All these elements add up 
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to long-lasting well-being of a person and with all five, a person will be more motivated 
and have a better work attitude (Burton, 2012).  
Underlying this theory, is the assumption that an increase in the PERMA elements can 
lead to improved mental health, creativity, better relationships, and work performance 
(Berridge, 2011), therefore, the adoption of this theory assisted the researcher to focus 
on how diversity management practices may build employees positive qualities for 
them to reach positive outcomes.   
The next section focuses on a close examination of the positive psychology theory, 
some of the critiques levelled at it from outside the field, as well as tensions and 
complexities within the field.  
2.12.2 Criticism of Positive Psychology Theory  
The theory of positive psychology is innovative and ground-breaking, hence, the 
values and ideologies of the field need to be examined closely (Kubokawa & Ottaway, 
2009). Several researchers have shed light on critiques of the field as a whole, while 
others are more specific on the criticism of certain aspects of the way positive 
psychology is practiced (Lomas & Hefferon, 2015). Dodge, Daly, Huyton and Sanders 
(2012) presented a critique of Martin Seligman’s latest book titled Flourish, in which 
they argue that Seligman’s definition of ‘well-being’ is limited as it focuses mainly on 
the dimensions of the concept “well-being” rather than on the definition. A critique that 
is founded upon the theory’s inability to provide clear definitions is offered by 
Kubokawa and Ottaway (2009), who note that the positive psychology theory failed to 
portray all definitions of ‘happiness’ and ‘well-being’ that vary across cultures.  
Held (2004) raises concerns with positive psychology regarding how it actively 
differentiates itself from the humanistic psychology and contributes to the ‘tyranny of 
the positive’ by disciplining people for experiencing negative states of mind, thereby 
adding insult to injury. Likewise, Robbins (2008) argues that positive psychology is 
subject to criticism for submitting to the culture of tyranny of the positive attitude and 
for failing to appreciate the adaptive and constructive aspects of the unpleasant states 
of mind. However, Gable and Haidt’s (2005) study points out that the aim of positive 
psychology is not to erase the negative, but to build-up human resilience, strength and 
growth.  
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In addition, Shwartz (2000) argues that positive psychology has contributed to the 
unrealistic expectations of individuals through its cultivation of a trend that is not 
intended to relieve suffering but to create “self-actualization”- satisfaction in all things. 
In this situation, a person becomes too obsessed with becoming unrealistically perfect, 
which brings about negative emotions such as, frustrations and disenchantment and 
lead to further non-realistic optimism (Fernandez-Rios & Cornes, 2009). Kubokawa 
and Ottaway’s (2009) study reviewed the evidence and found the lack of culturally 
based content within the positive psychology field and as a result they concluded that 
positive psychology is not culturally sensitive. In concurrence, Wong (2011) who draws 
on the Chinese positive psychology as a reference case, points out that there is a need 
for positive psychology to incorporate the cultural context, as exemplified by the 
Chinese people who have endured and survived numerous natural disasters, 
oppressive regimes, and foreign occupations; this history has created in them 
characteristics of strength, endurance and patience and provided them with wisdom 
to cope with the complexities and vicissitudes of life.  
Ciarrochi, Atkins, Hayes, Sahdra and Parker (2016) also note that positive psychology 
has been criticized for being decontextualized, coercive and for putting excessive 
emphasis on positive states, whilst failing to adequately consider experiences. In 
addition, Donaldson, Dollwet and Rao (2015) state that positive psychology ignores 
issues that are relevant to disenfranchised populations, such as gender, race, and 
ethnicity so, although, there is clear evidence that there is positive psychology, the rest 
being negative psychology also have credence (Gable & Haidt, 2005).  
Robbins (2008) points out that positive psychology has also received much criticism 
for its sometimes confusing theoretical assumptions regarding the ethical foundations 
of its activity. This is also confirmed by Kristjánsson (2010) in the observation that 
positive psychology suffers from uncertainties regarding its views on what happiness 
is and the possibility of non-virtuous happiness; this is in addition to the contradiction 
concerning self-realism vs. anti-self-realism and the unjustified assumption that any 
view that makes overall evaluative judgment, is prescribing.  
Miller (2008) points out that there are more concerns about positive psychology than 
the above mentioned critiques. For instance, while positive psychology is perceived as 
unconcerned with the hedonistic pursuit of pleasure, positive psychology proposes 
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that absorbing activities and engagement (including selfless, altruistic ones) are 
central to a happy and meaningful life. Despite these criticism, positive psychology 
theory and its aspects continue to dominate the field of psychology and management, 
hence its relevance to and application in the current study.  
2.13 PROPOSED FRAMEWORK  
A conceptual framework for this study that is based on the literature and theory above 
is given below. Figure 2.1 outlines the conceptual framework for this study.  
  
 




Figure 2.1: Conceptual Framework of the hypothesis on the relationship between 
diversity management practices and psychological capital of employees among B&B 
establishments.  
As indicated in the Framework, it is hypothesized that the adoption of appropriate 
diversity management practices by the owners of B&B establishments in the 
Matjhabeng Local Municipality Area will impact positively on the psychological capital 
of their employees. The other hypothesis is that the development of the positive 
psychological capital for employees engenders indirect positive employee behaviors 
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2.14 THE CHAPTER SUMMARY  
The chapter emphasized that the definitions of small businesses vary from country to 
country owing to the different parameters that exist and these included the bed and 
breakfast establishments. While their significance is recognized universally, these 
establishments continue to experience challenges which hinder their growth.  Amongst 
these are access to financial resources and stiff competition, which various studies 
have identified as the most common. The chapter continued that such challenges, 
however, relate to the external environment of the bed and breakfast establishments 
although they also face difficulties in relation to diversity within their workforce.  
The chapter therefore went on to discuss the crucial role of diversity management 
practices which involve the activities that encourage employees to value diversity in 
an organization. The adoption of appropriate diversity management practices by the 
owners and or managers of bed and breakfast establishments might impact positively 
on the psychological capital of their employees, thus sustaining the development of 
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CHAPTER 3: RESEARCH METHODOLOGY  
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3.1 INTRODUCTION  
In the previous chapter, substantial literature was reviewed as well as the theoretical 
framework relevant to the study. This chapter outlines the required data, the research 
philosophy/paradigm, research design and approach, target population, sampling 
procedure, sample size, data collection methods (questionnaire design), administering 
of the questionnaires, validity and reliability of the data collection instrument and the 
data analysis procedures adopted in the study.  
  
3.2 MAIN AND RESEARCH QUESTIONS  
As stated in Chapter 1, the main research question for this study focused on what was 
the impact of employees’ perceptions of diversity management practices on 
psychological capital within bed and breakfast establishments in the Matjhabeng Local 
Municipality, Free State. Specific research questions that were formulated from the 
main research question were:  
1. To what extent do employees have knowledge and understanding of diversity?  
2. What are the specific human resource management practices where 
employees perceive diversity to be applied by management within the bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State?  
3. What is the status of psychological capital of employees among bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State?  
4. To what extent do employees’ perceptions of diversity management practices 
correlate with their psychological capital?  
  
3.3 RESEARCH OBJECTIVES  
The main objective of this study was to determine the impact of employees’ 
perceptions of diversity management practices on psychological capital within bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State.   
The following specific objectives were formulated in order to achieve this main 
objective:  
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1. To determine employees’ knowledge and understanding of diversity  
2. To identify the specific human resource management practices where 
employees perceive diversity to be applied by management within bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State.  
3. To measure the current status of psychological capital of employees among 
bed and breakfasts establishments in Matjhabeng Local Municipality, Free 
State.  
4. To measure the extent to which employees’ perceptions of diversity 
management practices correlate with their psychological capital.  
 
3.4 HYPOTHESES  
The hypotheses that guide this study are outlined below:  
 
H 1:  Employees do have knowledge and understanding of diversity;  
H2:  
There are specific human resource management practices where employees 
perceive diversity to be applied by management;  
H3:  Employees’ psychological capital is positive;  
H4:  There is a positive correlation/relation between perceived diversity  
management practices and psychological capital of employees.  
 
3.5. RESEARCH PHILOSOPHY/PARADIGM  
Danullis, Dehling and Pralica (2004:6) define a paradigm as “the way of looking at 
things” and a shift is a change in the way of looking at things. There are three different 
types of paradigms - the positivist, constructivist (also called the interpretivist paradigm 
in some paradigm classification), and the critical paradigm (Fazliogullari, 2012). 
Different paradigms have different assumptions of reality and knowledge which 
underpin their particular research approach (Scotland, 2012).   
This study was informed by the positivist paradigm, which, according to Sulaiman and 
Kura (2012), is concerned with variables that embrace a number of assumptions about 
the social world and how it should be investigated. In this case, the researcher wanted 
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to find the strength of relationship between diversity management practices and 
employees’ psychological capital and predict the results. In line with the positivist 
paradigm, the study was guided by the quantitative research approach, which is 
characterized by the collection of data that can be analyzed numerically and the results 
of which are typically presented using statistics, tables and graphs (Acaps, 2012). The 
relationship between diversity management practices and the psychological capital of 
employees among B&B establishments was determined through the formulation of 
hypotheses and the generation of data which were later analyzed.  
 
3.6 RESEARCH DESIGN  
Sousa, Driessnack and Mendes (2007: 503), note a research design as “the framework 
or guide used for the planning, implementation, and analysis of a study. It is the plan 
for answering the research questions or hypotheses”. In concurrence, Ponce and 
Pagan-Maldonado (2015) acknowledge a research design as a plan that will guide the 
researcher in conducting his/her study. Research designs are most often classified as 
either qualitative or quantitative (experimental or non-experimental). Non-experimental 
designs are used to describe, differentiate, or examine associations as opposed to 
direct relationships between or among variables, groups or situations (Sousa, et.al., 
2007).   
This study adopted the quantitative design, specifically the cross-sectional case study 
design. According to Johnson (2010) in cross-sectional study designs, data collection 
occurs at one point in time. It allows for the examination of associations between 
variables”. Whilst, Crowe, Cresswell, Robertson, Huby, Avery and Sheikh (2011:1) 
defined case study design as “a research approach that is used to generate an in-
depth, multi-faceted understanding of a complex issue in its real-life context. It is an 
established research design that is used extensively in a wide variety of disciplines, 
particularly in the social sciences”. In this study, the case of all B&B establishments in 
the Matjhabeng Local Municipality Area, Free State was identified to construct a better 
understanding of the link between perceived diversity practices and psychological 
capital, using a quantitative method. In this study, the case of all B&B establishments 
in the Matjhabeng Local Municipality Area, Free State was identified to construct a 
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better understanding of the link between perceived diversity practices and 
psychological capital, using a quantitative method.  
 
3.7 TARGET POPULATION  
A target population consists of all the individuals or units of interest in a study, 
according to Hanlon and Larget (2011). At the onset of this study, there were seventy-
seven (77) bed and breakfasts establishments in the Matjhabeng Local Municipality 
Area, Free State, with each employing an average of 3 people (Lejweleputswa District, 
Flaming Accommodation Database, 2015), thus, the total population of the study was 
approximately 231 employees.  
    
3.8 SAMPLING PROCEDURE  
3.8.1 Sample size   
According to Hair, Wolfinbarger, Ortinau and Bush (2008:129) a sampling size 
determination can be done using a variety of methods, such as the sample size 
calculator, thus, in this study, the determined sample size was 144, obtained using the 
sample size calculator. The formula required the researcher to set the confidence level 
(95%) and confidence interval (5%) with a total population of 231 employees.  
3.8.2 Sampling procedure  
The sampling procedure used in this study was convenience sampling. Etikan, Musa 
and Alkassim (2016) and Elfil and Negida, (2017), categorize convenience sampling 
as a type of non-probability or non-random sampling where members of the target 
population who meet certain practical criteria, such as easy accessibility, geographical 
proximity, availability at a given time, or the willingness to participate, are included for 
the purpose of the study. This sampling method was chosen based on the availability 
of employees in the bed and breakfast establishments in Matjhabeng Local  
Municipality and their willingness to participate.  
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3.9 DATA COLLECTION  
Collection of data allows researchers to obtain information that is required for study 
projects (Abawi (2013). The way in which data is collected impacts heavily on how 
data is managed and ultimately how the research is performed (Wilcox, Gallagher, 
Boden-Albala & Bakken, 2012). The study adopted the survey method, which from 
Mathiyazhagan and Nandan’s (2010) view is a method of descriptive research that is 
used for collecting primary data using verbal or written communication with a 
representative sample of individuals or respondents from the target population. A 
survey method encompasses the use of questionnaires (Lynn, Erens & Sturgis, 2012). 
A structured Likert scale questionnaire was designed to collect the quantitative data 
needed to determine the hypotheses relationships to the key variables. Respondents 
who were sufficiently literate, completed the questionnaire on their own and the 
researcher assisted those who did not understand by explaining the questions, 
especially, to those from lower management. (Refer to Table 4.1 and 4.2)  
3.9.1 Questionnaire Design  
A structured questionnaire was designed to capture the indicators that would 
adequately form a baseline for capturing the diversity management practices and 
psychological capital dimensions of employees within B&Bs in Matjhabeng Local 
Municipality. The list of indicators, and the formulation of the adapted questionnaire 
was a result of the researcher’s extensive review of literature on similar instruments.   
The questionnaire consisted of four sections (see copy in Annexure A). The first 
section (Section A) comprised of nine (9) questions that required respondents to detail 
their demographical and biographical information, such as, gender, age, ethnicity, 
languages spoken, religion, sexual orientation, qualifications, job levels and years in 
service at the B&Bs. (Refer to Table 4.1 and 4.2)   
The second section (Section B) was on how employees value diversity. This was done 
by soliciting their knowledge and understanding of diversity. The items were developed 
by the researcher. The Cronbach Alpha of the scale is reported in Table 4.3 to Table 
4.5. An example of an item in this section is: Diversity in the workplace is the different 
unique aspects of individuals.  
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The third section (Section C) focused on the respondents’ perceptions of diversity 
management practices utilized at their B&Bs, such as the recruitment and selection, 
training and development, performance appraisal and reward as well as 
compensation. The items were developed by the researcher. The Cronbach Alpha of 
the scale is reported in Table 4.6 to Table 4.11. An example of an item in this section 
is: Our organization creates an organizational climate that attracts diverse individuals 
from the labour market.  
The fourth section (Section D) focused on the respondents’ psychological capital 
status. The items were developed by Luthans, Bruce, Avolio and Avey (2007). The 
Cronbach Alpha of the scale is reported in Table 4.12 to Table 4.15. An example of an 
item in this section is: I feel confident helping to set targets/goals in my work area.  
Sections B to D’s items were measured on a 6-point Likert Scale, ranging from (1) 
strongly disagree to (6) strongly agree.  
3.9.2 Administering the Questionnaires  
A covering letter from the researcher’s university requesting permission to conduct the 
study was attached to the questionnaires to introduce the researcher to the 
respondents; state the purpose of the study; inform respondents that the information 
would at all times be kept confidential and used for research purpose only. This may 
have contributed to a level of openness in rating the statements, and therefore 
improved the accuracy of the findings. The researcher, as the person who knew what 
the expected data should look like, reviewed the questionnaires as they were handed 
in to ensure that appropriate fields had been filled in.   
Data was collected over a period of two (2) months, were the state of certain B&Bs 
required the researcher to distribute one hundred and forty-four (144) questionnaires 
across Matjhabeng Local Municipality precincts, that is Welkom, Virginia, 
Odendaalsrus and Hennenman. A total of one hundred (100) questionnaires were fully 
completed and returned, representing 69% response rate; these were utilized in the 
final analysis for the study. During this process, the researcher allowed the B&Bs to 
stipulate dates of collection due to the businesses’ and the availability of employees.  
It is appropriate here to extend the researcher’s gratitude to the B&Bs’ employers for 
their participation. Owners of B&Bs were not allowed to complete the questionnaires  
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3.9.3 Validity and Reliability  
3.9.3.1 Ensuring Validity   
Thatcher (2010) views validity as the extent to which any measuring instrument 
assesses what it is intended to measure. Kinyua and Okunya (2014) note different 
types of validity: face, content, criterion-related and construct. Content validity of the 
measuring instrument refers to the degree to which the entire domain of the subject or 
the construct of interest was properly sampled (Chipunza, 2014). The study ensured 
content validity by effectively covering the constructs of diversity management 
practices and psychological capital from the literature review. In addition, the 
questionnaire received input from experts in diversity management as well as from 
statistician to gather appropriate feedback on the content, clarity, arrangement and 
coding of the questions.   
3.9.3.2 Ensuring Reliability  
Reliability is the extent to which the measurements are repeatable (Drost, 2011). In 
concurrence, Thatcher (2010) defines reliability as the extent to which an experiment, 
test, or any measuring procedure yields the same result on repeated trials. Felkel and 
Gosky (2013) outline various methods of measuring reliability, such as, test-retest and 
the Cronbach alpha reliability. It is the ability of an instrument to give similar results, at 
different times, with the same group of respondents. Thus, reliability is concerned with 
consistency of measures (Chipunza, 2014). In terms of assuring reliability of the study, 
threats such as, possible respondents’ changes (focus/attention or hunger/tiredness) 
were taken care of by ensuring that data were collected at one point in time. The 
researcher also avoided ambiguous questions that the respondents would find difficult 
to interpret or answer. The reliability of the instrument was measured by the Cronbach 
Alpha Coefficient, which, according to Tavakol and Dennick (2011), is used to provide 
a measure of the internal consistency of a test or scale in an attempt to determine the 
extent to which all the items in a test measure the same concept or construction. In 
this study, the whole questionnaire was considered highly reliable with a Cronbach's 
Alpha statistic of 0.952 (See results in Chapter 4).  
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3.10 DATA ANALYSIS  
Data analysis assists in categorizing, ordering, manipulating and summarizing data in 
order to obtain answers to research questions (Mathiyazhagan & Nandan, 2010). 
Analysis may therefore be categorized as descriptive or inferential. In this study, data 
was cleaned and captured using the Statistical Package for Social Science (SPSS) 
Version 25. Descriptive statistics were used to report the sample responses to all 
questions using frequencies, a measure of central tendencies (mean) and that of 
variation (standard deviation).  Inferential statistics, such as exploratory factor 
analysis, Cronbach Alpha Coefficient, Kolmogorov-Smirnov (K-S) test, Shapiro-Wilk 
test and the Spearman Correlations were used to answer the research questions by 
testing the hypothesized relationships of the key variables (diversity management and 
psychological capital).    
  
3.11 ETHICAL APPROACH TO FIELDWORK  
According to Fouka and Mantzorou (2011), research ethics involve requirements on 
the work, the protection of dignity of subjects and the publication of the information 
gained from the research. The following ethical considerations were adhered to in the 
study: informed consent, respect for anonymity and confidentiality, respect for privacy, 
protecting dignity, as well as reporting study findings honestly and in accordance with 
the data collected from respondents. To ensure that these ethical issues were adhered 
to, the researcher considered the following:  
a) Informed consent: the researcher provided the respondents with clear 
information at the time of collecting data to avoid misunderstandings; 
incorporated an introduction to the study and its purpose, an explanation about 
the selection of the research subjects as well as the procedures that will be 
followed on the cover letter of the questionnaire.  
b) Respect for anonymity and confidentiality: the researcher indicated on the cover 
letter of the questionnaire that respondents’ identity or that of their B&Bs will 
remain anonymous and responses will be treated confidentially.   
c) Respect for privacy: the researcher asked for consent to share information 
provided by respondents during data collection.   
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d) Reporting study findings honestly: the researcher explained to the respondents 
that    the data collected from them will be presented as given and used 
exclusively for the purpose of this study.   
  
3.12 THE CHAPTER SUMMARY 
This Chapter discussed the research methodology and statistical methods used to 
analyze the data obtained from the questionnaire. The research methodology followed 
the positivist epistemology. Specifically, the chapter provided a discussion on the 
research design, target population, sampling frame, sampling procedure, sample size, 
the design of the questionnaire and the administration of questionnaires, as well as 
data collection and analysis. In addition, the reliability of the questionnaire was also 
discussed. The next chapter presents the results of this empirical study.  
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4.1 INTRODUCTION  
In the previous chapter, the research methodology issues were discussed. The 
chapter provided a discussion on research design, target population, sampling frame, 
sampling procedure, sample size, the formulation of a questionnaire, and the 
administration of questionnaires, data collection and analysis.   
This chapter outlines the research findings obtained from the data, collected from 
B&Bs in Matjhabeng Local Municipality in the Free State Province with the aim of 
determining the impact of employees’ perception of diversity management on their 
psychological capital. The results of the hypotheses testing are presented and 
discussed.  
  
4.2 DESCRIPTIVE STATISTICS   
This section provides descriptive statistics pertaining to the response rate and the 
demographic data. Descriptive statistics in the form of arithmetic means and standard 
deviations, minimum and maximum values for the respondents are provided in the 
sections below.   
4.2.1 Response Rate  
With one hundred and forty-four (144) questionnaires distributed across Matjhabeng 
Local Municipality, a total of one hundred (100) questionnaires were fully completed 
and returned, representing 69% response rate. The response of all respondents in 
terms of demographics are indicated in Table 4.1 and 4.2.  
4.2.2 Demographics of Respondents  
The study focused on the selection of demographic variables, namely, gender, age, 
ethnicity, languages, religion, sexual orientation, qualification, job level and years of 
service in the accommodation sector. These were selected on the premise that they 
had been identified in literature as part of individual differences under diversity 
(Daniels, 2012). Table 4.1 and 4.2 indicate the results of the demographic variables of 
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Table 4.1 Biographical information of the respondents.  
Demographic  
Variables   
Category  Frequency  Percentage  







2. Age  
Below 21 Years  
Between 21-30  







 Between 41-50  14  14%  
 More than 51 Years  7  7%  










 White  34  34%  













 English  6  6%  
 Afrikaans  42  42%  







 Hindu  1  1%  
  
The study was mainly made up of male respondents (71%) within the age groups of 
21 to 30 years (39%) and 31 to 40 years (35%) making up most of the sample. Most 
of the respondents were Africans (51%), with whites coming in as the second largest 
group (34%), with coloureds in third place (14%) and only 1% were Indians. Most of 
the respondents spoke Sesotho (48%) or Africans (42%) and were mainly Christians 
(93%).   
Contrary to a study by Wambui, et.al. (2013) which report that the proportion of women 
entering the workforce has increased over the years, these results concur with 
Carelse’s (2013) argument that women in South Africa are poorly represented in senior 
positions in organizations. Similarly, Joy (2016) argues that although organizations 
have given employment opportunities for women, they have failed to empower the 
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women by assigning them leadership roles. Bibi (2016) indicates that the female 
percentage in businesses shows a minor increase as compared to the past.  
  
Table 4.2 Biographical information of the respondents (continued).  
Demographic  
Variables   
Category  Frequency  Percentage  
6. Sex orientation  




 Bisexual  9  9%  
7. Qualifications  
Below Gr 12  
Gr 12  







 Diploma/Degree  35  35%  
 Other  7  7%  
8. Job level  







 Low Management  47  47%  
9. Years of service  
Less than 2 Years  
2 - 5 Years  
6-10 Years  









 16-20 Years  6  6%  
 21-25 Years  1  1%  
  
Table 4.2 indicates that most of the respondents were heterosexual (89%) while 9% 
were bisexual and 2% being gay. As far as educational qualification is concerned, 37% 
of the respondents have achieved Grade 12 followed by 35% who have attained 
Diplomas and degrees. Furthermore, 19% of the respondents did not have any formal 
qualification.  
The results reveal that some employees do not have tertiary educated as most of them 
have Grade 12 certificates. This could be because, graduates are not willing to start 
at the bottom as they believe that their qualifications should give them immediate 
access to middle management (Sibanyoni, Kleynhans & Vibetti, 2015). Commenting 
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on the qualifications of personnel in bed and breakfast establishments, Chimucheka 
(2013) indicates that bed and breakfast establishments need to access a pool of 
qualified, skilled and motivated employees to perform well and sustain growth. 
Supporting the results also is Carelse (2013) who argue that employees with Grade 
12 qualification are less positive about the openness of diversity management as 
compared to those with tertiary education.   
Table 4.2 further indicates that most of the respondents were either in low managerial 
positions (47%) or middle management (41%) with only 12% claiming to be in top 
management. In terms of work experience 26% of the respondents had less than two 
years’ experience, 36% had between 2-5years experience whilst 18% had 6-10years 
experience. Only 1% of the respondents had between 21-25years of experience.   
Bed and breakfast establishments are part of the small, micro and medium enterprises 
with a small number of employees (Nkonde, 2012), therefore, these results indicate a 
limited number of positions for top level management. This is also confirmed by the 
research conducted by Frazier (2010) and Malcom (2012) which indicates that bed 
and breakfast establishments are usually operated by the owners who play the role of 
the manager, offering personalized service.  
  
4.3 EXPLORATORY FACTOR ANALYSIS  
Exploratory factor was employed to determine the different dimensions measured by 
the questionnaire. The exploratory factor analysis, known as the EFA is used when a 
researcher wants to discover the number of factors influencing variables and to 
analyze which variables go together (Yong & Pearce, 2013). This statistic can also be 
calculated for each item with the same cut-off criterion of factor loadings. Retained 
factors should have at least three items with a loading greater than 0.4 (Samuels, 
2016). While there are different views around the acceptable threshold to ensure 
satisfactory reliability, Cronbach’s Alpha values of 0.8 or higher are considered as 
having high reliability, while those between 0.70 and 0.80 are regarded as having good 
reliability. Values between 0.60 and 0.70 are fair and acceptable, while values lower 
than 0.60 are questionable (Taber, 2016). The Cronbach Alpha coefficient and item-
to-total values and results are presented below.  
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4.3.1 Exploratory factor analysis of knowledge and understanding of diversity  
Exploratory factor analysis based on principal components was carried out on the 8 
items of knowledge and understanding of diversity and two sub-constructs were 
obtained as shown in Table 4.3 below.  Questions 10, 11 and 12 formed a sub-
construct with the suggested name “Uniqueness and Interaction” while questions 13, 
14, 15, 16 and 17 formed another sub-construct with the suggested name “Ethnic, 
Gender and Individual Tolerance for Progress”. These sub-construct names are based 
on the nature of the questions that fall under them.  
Table 4.3 Exploratory factor analysis of knowledge and understanding of diversity.  
Sub-constructs of Knowledge and 
understanding of diversity  
Principal Components (Latent factors)  
1  2  
Q10.  I  have  knowledge  and  
understanding of diversity  
0.656     
Q11. Diversity is unique aspects of 
individuals  
0.838     
Q12. Diversity is interactions from 
different backgrounds  
0.901     
Q13. Understanding organization's 
case for diversity  
   0.745  
Q14. Comfortable initiating diversity 
issues with colleagues  
   0.830  
Q15. Diversity is about ethnicity and 
gender  
   0.698  
Q16. Diversity ensures sustainable 
future for company  
   0.802  
Q17.  Diversity  is  tolerance  of  
individual differences  
   0.766  
Cronbach's Alpha  0.783  0.857  
Suggested sub-construct name  
Uniqueness and 
interaction  
Ethnic, gender and 
individual tolerance 
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4.3.1.1 Knowledge and understanding of diversity - Uniqueness and 
Interaction  
 
Table 4.4 Analysis of the sub-construct of Uniqueness and Interaction.  
Diversity:  
  
Uniqueness and interaction 








10. I know and understand 












38.0%  86.0%  4.21 0.76  0.770  
 11. Diversity in the 
workplace is the different 














78.0%  4.09 0.87  0.853  
12. Diversity is interactions 













41.0%  86.0%  4.3  0.7  0.888  
   Cronbach's Alpha  0.783  
  
The knowledge and understanding of diversity sub-construct of Uniqueness and 
Interaction is made up of three questionnaire items as presented in Table 4.4. Results 
in Table 4.4 indicate that 86% of the respondents agree/strongly agree that they knew 
the meaning of diversity. Most of the respondents (78%) view diversity in the workplace 
as a unique aspect of individuals, whilst 86% agree/strongly agree that diversity 
manifests itself when people of different backgrounds interact.  
These results support the argument of Korjala (2012) which indicates that due to the 
nature of hospitality industry, diversity is an essential factor that managers and 
employees should understand. Failure to fully understand the complexity of diversity 
may influence the effectiveness of diversity programmes or initiatives (Daniels, 2012). 
Petrov (2006) also notes that organizations that understand and value individual 
differences, and learn how to effectively manage a diverse workforce, reap benefits 
for their success.  
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4.3.1.2 Knowledge and understanding of diversity - Ethnic, Gender and 
Individual Tolerance for Progress  
  
Table 4.5 Analysis of the sub-construct of Ethnic, Gender and Individual Tolerance for 
Progress  
Diversity:  
Ethnic, gender and individual 
tolerance for progress  
Frequency Distribution  Descriptive  
 




13  I  understand  the 
organization’s case for 
diversity.  






19  45  28  
19.0% 45.0% 28.0%  73.0%  3.92  0.92  0.756  
14. 1 am comfortable 
initiating diversity issues 







17  41  34  
17.0% 41.0% 34.0%  75.0%  4.01  0.92  0.818  
15. Diversity is primarily 
about ethnicity and 







10  43  28  
10.0% 43.0% 28.0%  71.0%  3.79  1.08  0.741  
16. Diversity has an 
important role in ensuring 
a sustainable future for 







16  44  35  
16.0% 44.0% 35.0%  79.0%  4.08  0.87  0.836  
17. Diversity is about 








18  43  36  
18.0% 43.0% 36.0%  79.0%  4.12  0.81  0.868  
  Cronbach's Alpha  0.857  
  
The knowledge and understanding of diversity sub-construct of Ethnic, Gender and 
Individual Tolerance for Progress has 5 items that are analyzed in Table 4.5. Table 4.5 
indicates that 73% of the respondents understand their organizations’ issues on 
diversity. From the data presented in Table 4.5, it can be inferred that 75% of the 
respondents agree/strongly agree that they are comfortable initiating diversity issues 
with their colleagues; 71% agree/strongly agree that diversity is primarily about 
ethnicity and gender issues.  Most of the respondents (79%) agree/strongly agree that 
diversity has an important role in ensuring a sustainable future for their companies and 
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79% also agree/strongly agree that diversity is about tolerance of individual 
differences.  
These results showing that diversity plays an essential role in ensuring a sustainable 
future for their companies reaffirm Daniels (2012) who indicated that, although, 
organizations are faced with challenges in understanding differences and instituting 
effective diversity management initiatives, managing diversity is an approach for 
creating an environment in which employees can reach their full potential and ensure 
success. Similarly, the study of Korjala (2012) indicates that the more hospitality 
organizations evaluate their diversity policies and plan for the future, the more profit 
and value they will obtain from the global hospitality markets. Many of these 
organizations in the hospitality industry, however, still encounter difficulties of 
effectively managing cultural differences (Gong, 2008).  
4.3.2 Exploratory factor analysis of organizational diversity in recruitment and 
selection  
 
Table 4.6 Exploratory factor analysis of organizational diversity in recruitment and 
selection.  
Sub-constructs of Organizational 
diversity in recruitment and selection   
Principal Components (Latent 
factors)  
1  2  
Q18.  Organization  attracts  diverse 
individuals  
0.830  
   
Q19. Organization retains employees from 
different backgrounds  
0.872  
   
Q20. Specific Interview techniques are 
applied for diverse applicants  
   0.849  
Q21. Jobs are advertised in a language that 
accomodate diverse candidates  
   0.871  
Q22. Selection measures are not potentially 
unfairly discriminatory  
   0.604  
Cronbach's Alpha  0.697  0.756  
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Exploratory factor analysis based on principal components was carried out on the five 
items of organizational diversity in recruitment and selection and two sub-constructs 
were obtained as shown in Table 4.6. Questions 18 and 19 formed a sub-construct 
with the suggested name “Employee Attraction and Retention” while questions 20, 21 
and 22 formed another sub-construct with the suggested name “Employee Selection 
Methods”.  
4.3.2.1 Organizational diversity in recruitment and selection - Employee 
Attraction and Retention  
  
Table 4.7 Analysis of the sub-construct of Employee Attraction and Retention.  
Organizational diversity in 
recruitment and selection  
  
- Employee attraction and 
retention  
Frequency Distribution  Descriptive  
   
 
18. Our organization 
creates an organizational 
climate that attracts 
diverse individuals from the 




1  3  27  47  22  
1% 3% 27% 47% 22%  69% 3.86 0.83  0.795  
19. My organization retains 




3  7  15  
3% 7%  15%  
50 25 
50% 25%  75% 3.87 0.97  0.551  
   Cronbach's Alpha  0.697  
  
The results in Table 4.7 indicate that most of the respondents (69%) agree/strongly 
agree that their organizations create an organizational climate that attracts diverse 
individuals from the labor market; 75% indicated that they agree or strongly agree that 
their organization retains employees from different backgrounds. These results also 
indicate that there is a fair amount of consideration of diversity issues in the attraction 
and retention of employees.  
The results concur with the finding that organizations, such as bed and breakfast 
establishments are built around individuals who incorporate their diverse backgrounds, 
insights and experience to remain competitive (Daniels, 2012). In concurrence, 
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DeLancey (2013) points out that hospitality organizations by the nature of their 
strategic position employ people from different cultures, countries and regions, 
therefore, improving fairness and equal employment opportunities are vital (Gong, 
2008). These results support the notion that in order to capitalize on diversity, 
organizations are to ensure that recruitment and selection processes are not tainted 
by stereotyping and discriminations (Noor, et al., 2013).  
On the contrary, DeLancey (2013) argues that, although, many organizations seek to 
hire people of diverse backgrounds in order to increase the quality of decision-making 
and creativity, some strong cultures often seek to minimize diversity, thus, missing out 
on the benefits derived from having a diverse workforce. Matemera (2008) also claim 
that some SMEs owners and managers consider formal recruitment processes a 
waste of time and that their priority is to make high production and profit, thus creating 
the potential for discrimination to arise.  
4.3.2.2 Organizational diversity in recruitment and selection - Employee 
Selection methods  
Table 4.8 Analysis of the sub-construct of Employee Selection Methods.  
Organizational diversity in 
recruitment and selection  
  
- Employee Selection methods  








20. In our organization, specific 
interviewing techniques are 
applied when dealing with 




  %  
 5  13  27  44  11  
5% 13% 27% 44% 11%  
55%  3.43 1.02  0.735 
21. Our organization 
advertises jobs in a language 
to accommodate diverse 
candidates.  
 Count  
  
  %  
 7  8  20  56  9  
7% 8% 20% 56% 9%  
65%  3.52 1.01  0.684 
22. During recruitment my 
organization ensures that 






  %  
 3  5  25  44  23  
3% 5% 25% 44% 23%  
67%  3.79 0.96  0.820 
Cronbach's Alpha  0.756  
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The results in Table 4.8 indicates that 55% agree/strongly agree that specific 
interviewing techniques are applied when dealing with diverse applicants in their 
organizations, 65% agree/strongly agree that their organizations advertise jobs in a 
language to accommodate diverse candidates and 67% agree/strongly agree that 
during recruitment their organizations ensure that selection measures are not 
potentially discriminatory.  
Babalola and Marques (2013) view selection criteria as a diversity management 
technique which also serves as a preventative measure to meet the challenge of a 
diverse workforce so as to prepare and select candidates with required attributes. 
Small Medium Enterprises (including bed and breakfast establishments) are 
confronted with issues such as, legislative requirements of equal employment 
opportunity and anti-discrimination (Matemera, 2008) when doing their recruitment 
and selection. The current results support a research conducted by Petrov (2006) 
which indicates that in order to improve the management of workforce diversity in the 
area of recruitment and selection, there should be a development of selection 
processes, such as advertising for jobs in ethnic languages and the use of diversified 
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4.3.3 Exploratory factor analysis of Training and Development  
  
Table 4.9 Analysis of the construct of training and development.  
Training and Development  
Frequency Distribution  Descriptive  
   
 
23.Training is offered for 






 7  19  29  32  13  
7% 19% 29% 32% 13%  
6  12  
6% 18% 32% 32% 12%  
7  11  
7% 16% 29% 37% 11%  
 4  14  
4% 18% 21% 43% 14%  
 7  13  
7% 22% 29% 29% 13%  
45% 3.25 1.12 0.889 
24.Our organization promotes 
employee participation during 




44% 3.26 1.08 0.885 
25.Training offered helps 
create awareness on 




48% 3.29 1.09 0.905 
26.Training offered provides 
platform for the free and open 




57% 3.45 1.07 0.921 
27.Employees are informed 
about diversity policies and 
initiatives during trainings in 




  %  
42% 3.19 1.13 0.909 
   Cronbach's Alpha  0.942  
  
After conducting exploratory factor analysis, it was found that the construct of training 
and development cannot be split into any sub-constructs. As indicated in Table 4.9, 
45% agree/strongly agree that training is offered for diverse social groups in their 
organization, 29% were neutral with only 7% and 19% strongly disagreeing and 
disagreeing, respectively. As indicated in the Table, 44% of the respondents 
agree/strongly agree that their organizations promote employee participation during 
diversity training, 48% agree/strongly agree that training offered by their organizations 
help create awareness on individual differences and 57% agree/strongly agree that 
the training offered provides a platform for the free and open expression of beliefs. 
22  29  29  
18  21  43  
16  29  37  
18  32  32  
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Table 4.9 also indicates that 42% of the respondents agree/strongly agree to the 
assertion that employees in their organizations are informed about diversity policies 
and initiatives during trainings.  
The results reveal that bed and breakfast establishments offer diversity training to their 
employees. Petrov (2006) indicates that to retain the already-hired diverse employees, 
management can provide adequate training and development opportunities that can 
help to eliminate group differences in career outcomes and generate respect for 
individual differences. In concurrence, Gong, (2008) emphasizes the urgency of 
hospitality organizations creating and conducting effective diversity training for their 
employees in order to increase their awareness. Similarly, Reynolds, Rahman and 
Bradetish (2014) advocates that diversity training is especially necessary in hospitality 
and other service segments because restaurants and hotels employ women and 
minorities in great numbers. Other previous research findings, however, contradict 
these results by indicating that owners-managers of bed and breakfast establishments 
ignore the training and development of employees as they consider it a costly exercise 
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4.3.4 Exploratory factor analysis of Performance Appraisal  
  
Table 4.10 Analysis of the construct of performance appraisal.  
Performance Appraisal  




28.In our organization, 
there are equitable 
systems for employee 




3  17  34  32  14  
3% 17% 34% 32% 14%  46%  3.37 1.02  0.781  
29.Our organization 
involves all diverse 





8  12  37  34  9  
8% 12% 37% 34% 9%  
43%  3.24 1.05  0.862  
30.Diverse populations 
are represented on our 
staff complement for 
appraisal processes.  
Count  
%  
7  6  39  37  11  
7% 6% 39% 37% 11%  
48%  3.39 1.00  0.874  
31.Our performance 
appraisal techniques 
focus on appraising 
employees’  
performance not 
individual differences.  
Count  
%  
7  8  38  36  11  
7% 8% 38% 36% 11%  
47%  3.36 1.02  0.851  
32.Employees in my 
organizations are open 
to promotion regardless 




4  13  21  40  22  
4% 13% 21% 40% 22%  62%  3.63 1.09  0.642  
   Cronbach's Alpha  0.861  
  
After conducting an exploratory factor analysis, it was found that the construct of 
‘performance appraisal’ cannot be split into any sub-constructs. The results of the 
construct are presented in Table 4.10. Table 4.10 indicates that 46% of the 
respondents believe that in their organizations, there are equitable systems for 
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employee despite their individual differences, 34% were neutral and 17% disagreed. 
About 43% of the respondents agree/strongly agree that their organization involves all 
diverse stakeholders during the performance evaluation processes, 37% were neutral. 
It is also indicated in the Table that 48% of the respondents agree/strongly agree that 
diverse populations are represented in their organizations’ staff complement for 
appraisal processes, 39% remained neutral. Furthermore, 47% of the respondents 
claim that their performance appraisal techniques focus on appraising employees’ 
performance not individual differences whilst 62% agree/strongly agree that 
employees in their organizations are offered opportunities for promotion, regardless of 
background or circumstances.  
Van der Berg- Ross (2013) mentions that there are various steps that an organization 
can consider to improve its performance appraisal systems and practices within the 
diversity component; they include, among others - having diverse individuals as part 
of the panel discussions when evaluating, selecting and promoting. In supporting this 
argument, Petrov (2006) outlined steps that can be taken to improve the effectiveness 
of performance appraisal practices in the area of diversity, such as ensuring 
multicultural employees on panels that evaluate, select and promote, and using 
appraisal techniques that focus on appraising the individuals’ performance despite 
their differences (Shume, 2013). To ensure success, some authors argue that it is 
essential that these appraisal techniques are transparent to the employees 
(Veldsman, 2013). These results, thus, affirm that the bed and breakfast 
establishments under study were able to differentiate employee performance from 
ethnicity and non-performance-related attributes as recommended by Wamaitha 
(2013).  
On the contrary, the research finding of Sharma and Nisar (2016) indicate that 
employees were faced with challenges of managers who conducted appraisals 
showing discriminating in one way or the other. This is corroborated by O’Donovan 
and Linehan (2015) who reported that, adapting performance appraisal techniques to 
cater for diverse employees may be a challenge and difficult for managers but if not 
handled appropriately, it may have a detrimental effect on organizational production.  
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4.3.5 Exploratory factor analysis of Reward and Compensation  
  
Table 4.11 Analysis of the construct of reward and compensation.  
Reward and Compensation  




33.We all feel recognized 
as employees despite 
our diversity.  
Count  
%  
4 13  25  31 
 27  
4% 13% 25% 31% 27%  
5  19  
5% 13% 26% 37% 19%  
58%  3.64 1.13  0.851  
34. There is a fair practice 





56%  3.52 1.10  0.936  
35.Our organization 
provides equal pay for 
equal jobs despite our 
individual differences.  
Count  
%  
12  7  31  31  19  
12% 7% 31% 31% 19%  
50%  3.38 1.22  0.897  
36.Our efforts match the 




12 12 26 29 21 12% 12% 
26% 29% 21%  50%  3.35 1.27  0.896  
  Cronbach's Alpha  0.916  
  
After conducting an exploratory factor analysis, it was found that the construct of 
reward and compensation cannot be split into any sub-constructs. The results of the 
construct are presented in Table 4.11. Table 4.11 indicates that 58% of the 
respondents agree/strongly agree that they feel recognized as employees despite their 
diversity, 25% were neutral. More than half of the respondents, 56%, agree/strongly 
agree that their organizations have fair practices on reward systems despite individual 
differences, whilst 50% feel that their organizations provide equal pay for equal job 
despite individual differences and that their efforts match the rewards granted by their 
organizations.  
Veldsman (2013) claims that among the multitude of challenges relating to gender 
diversity, the most prevalent issue is the equity earnings gap between the gender 
groups. Similarly, Shen, Chanda, D’Netto & Monga, (2009) indicate that pay inequality, 
13  26  37  
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especially gender income inequality still remains a significant issue in diversity 
management.  To address this challenge, Petrov (2006) advises that managers should 
implement a performance-based pay system to ensure that there is equal pay for equal 
job to avoid unexplained difference, which, according to Van der Berg-Ross (2013) 
may result in loss of motivation and lower job satisfaction. Bana (2019) supports that 
performance-based systems can help to reduce wage disparities for diverse 
employees, thus, these results support the notion that varieties in pay should not be 
arbitrarily between the different individuals (Shume, 2013).  
4.3.6 Exploratory factor analysis of Hope  
  
Table 4.12 Analysis of the construct of Hope.  
Hope  





37. Right now I see 
myself as being pretty 
successful at work.  
Count  
%  
5  2  8  25  30  30  
5% 2% 8% 25% 30% 30%  
2  37  
2% 1% 6% 12% 42% 37%  
85%  4.63 1.32  0.749 
38. If I should find myself 
in a jam at work, I could 
think of many ways to get 
out of it.  
Count  
%  
91%  5.02 1.07  0.802 
39. I can think of many 
ways to reach my current 
work goals.  
Count  
%  
5  4  12  35  44     
5% 4% 12% 35% 44% 0%  
1  45  
1% 5% 3% 11% 35% 45%  
79%  5.09 1.08  0.899 
40. There are lots of 




91%  5.09 1.14  0.841 
   Cronbach's Alpha  0.835  
  
After conducting an exploratory factor analysis, it was found that the construct of ‘hope’ 
cannot be split into any sub-constructs. The results of the construct are presented in 
Table 4.12. Table 4.12 indicates that 85% of the respondents somewhat 
agree/agree/strongly agree that they see themselves as being successful at work, 8% 
1  6  12  42  
5  3  11  35  
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somewhat disagree, 2% disagree and 5% strongly disagree. It can also be inferred 
from the Table that 91% of the respondents somewhat agree/agree/strongly agree that 
they can think of a way to get out of a jam should they find themselves in one at work, 
6% somewhat disagree, 1% disagree and 2% strongly disagree. Most of the 
respondents (79%) somewhat agree/agree/strongly agree that they think of many 
ways to reach their current work goals and 91% somewhat agree/agree/strongly agree 
and believe that there are lots of ways around any problem.  
These results support the research by Dawkins (2014) which indicates that individuals 
are motivated to achieve goals through their sense of work. This fosters internal 
determination and will-power to invest the necessary energy to achieve the desired 
goals with hopeful individuals being more motivated by the desire to develop ways to 
get things that they want. This means that, when bed and breakfast establishment 
employees continue to have hope, they might be able to identify, clarify and pursue 
ways to succeed, despite external challenges. This in turn allows them to generate 
multiple pathways to continuously envision goal attainment and success as they 
prepared to create alternative routes in the face of obstacles blocking their current path 
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4.3.7 Exploratory factor analysis of Efficacy  
  
Table 4.13 Analysis of the construct of Efficacy.  
Efficacy  







41. I feel confident 
analyzing a long-term 




2  4  2  11  34  47  
2% 4% 2% 11% 34% 47%  
92%  5.12 1.16  0.811  
42. I feel confident in 
representing my work 




2  5  4  11  30  48  
2% 5% 4% 11% 30% 48%  
89%  5.06 1.24  0.960  
43. I feel confident 
helping to set 
targets/goals in my 
work area.  
Count  
%  
3  4  1  12  37  43  
3% 4% 1% 12% 37% 43%  
92%  5.05 1.20  0.907  
44. I feel confident 
presenting information 




2  5  4  8  32  49  
2% 5% 4% 8% 32% 49%  
89%  5.10 1.23  0.946  
   Cronbach's Alpha  0.928  
  
After conducting an exploratory factor analysis, it was found that the construct of 
Efficacy cannot be split into any sub-constructs. Table 4.13 presents the results of the 
questionnaire items on efficacy. Table 4.13 indicates that most of the respondents, 
92%, feel confident analyzing a long-term problem to find a solution and 98% also feel 
confident in representing their work area in meetings with management. The majority 
of the respondents, 92%, feel confident in helping to set targets/goals in their work 
area, whilst 89% somewhat agree/agree/strongly agree that they feel confident 
presenting information to a group of colleagues.  
A study of Dawkins (2014) shows that when individuals have a high self-efficacy, they 
are willing to take on challenging tasks, extend their motivation and effort to achieve 
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goals and to persist in the face of adversity. In the case of bed and breakfast 
establishment, this could mean that despite their inability to be sustainable, their 
employees are willing to put in more effort. These results, thus, reaffirm that employees 
can create their own discrepancies by continuously challenging themselves and 
setting higher goals (Ferreira, 2015).  
4.3.8 Exploratory factor analysis of Resilience  
  
Table 4.14 Analysis of the construct of Resilience.  
Resilience  




45. I usually manage 
difficulties one way or 
another at work.  
Count  
%  
1 2  5  11 
 38  43  
1% 2% 5% 11% 38% 43%  
2  43  
2% 4% 4% 8% 39% 43%  
92%  5.12 1.04  0.832 
46. When I have a 
setback at work, I 
manage to recover from 
it, moving on.  
Count  
%  
90%  5.07 1.17  0.915 
47. I feel I can handle 
many things at a time at 
this job.  
Count  
%  
3  2  4  8  36  47  
3% 2% 4% 8% 36% 47%  
91%  5.13 1.17  0.928 
   Cronbach's Alpha  0.873  
  
After conducting an exploratory factor analysis, it was found that the construct of 
Resilience cannot be split into any sub-constructs. Table 4.14, which represents the 
results of the questionnaire items on resilience, shows that 92% of the respondents 
somewhat agree/agree/strongly agree that they usually manage difficulties one way 
or another at work, whilst 90% claim that they are able to recover from setbacks at 
work. Most of the respondents, 91%, also indicated that they feel that they can handle 
many things simultaneously, in their job.   
Resilience is a process of good adaption that enables individuals to rapidly overcome 
or rejuvenate after a setback or failure, under extenuating circumstances (Bayramoglu 
4  4  8  39  
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& Sahin, 2015), thus, it allows for both reactive recovery and proactive learning and 
growth through conquering challenges (Appollis, 2010). The above results are in 
support of the view of Solomon (2014) who indicates that, due to the nature of the 
work, that the employees in bed and breakfasts perform, resiliency comes from the 
ability to move on after a stressful experience or event, such as personal adversity, 
conflict and/or failure. Ferreira (2015), hence, suggests that in order to develop 
resiliency, employees need to create and prioritize a list of resources, to enable them 
accomplish goals.  
4.3.9 Exploratory factor analysis of Optimism  
  
Table 4.15 Analysis of the construct of Optimism.  
Optimism  





48. I always look on the 
bright side of things 
regarding my job.  
Count  
%  
2  2  
2% 2% 4 
 
2  
2% 3% 3 
 
2  
2% 5% 2 
4  13  29  50  
% 13% 29% 50%  
 52  
% 8% 32% 52%  
 46  
% 19% 26% 46%  
92%  5.15 1.13  0.874 
49. I approach this job 
as if every cloud has a 
silver lining.  
Count  
%  
92%  5.21 1.13  0.915 
50. I am optimistic about 
what will happen to me 
in the future as it 
pertains to work.  
Count  
%  
91%  5.00 1.23  0.814 
   Cronbach's Alpha  0.833  
  
After conducting an exploratory factor analysis, it was found that the construct of 
Optimism cannot be split into any sub-constructs. Table 4.15 shows that 92% of the 
respondents somewhat agree/agree/strongly agree that they always look on the bright 
side of things regarding their jobs. The majority, 92% indicated that they approach their 
jobs as if every cloud has a silver lining, 91% are optimistic about what will happen to 
them in the future as it pertains to work.  
5  2  19  26  
3  3  8  32  
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Bed and breakfast establishments face challenges that threaten their attractiveness 
and ability to succeed (Jaafer, Ing & Surkarno, 2011; Talabi, 2015). Despite such, the 
results confirm that their employees expect positive and desirable events in the future 
and tend to attribute their success to themselves and global attributes, while failures 
were attributed to external factors specific to the situation (Ferreira, 2015). Contrary to 
this, Tabaziba (2015) indicates that optimism may also dysfunction in the workplace 
as employees who are physically healthy may be pessimistic about their health in the 
future and neglect their physical and nutritional maintenance at the present. To 
address these, Ferreira (2015) suggests that employees need to construct a more 
realistic optimism which involves an objective assessment of what an individual can 
accomplish within a specific context, taking into consideration the available time and 
resources.  
  
4.4 RELIABILITY ANALYSIS  
In the previous chapter, it was indicated that the testing of the reliability of the 
instrument was done using the Cronbach Alpha Coefficient, which Tavakol and 
Dennick (2011) attest as being used to provide a measure of the internal consistency 
of a test or scale in an attempt to determine the extent to which all the items in a test 
measure the same concept or construction. In this study, the whole questionnaire was 
considered highly reliable with a Cronbach's Alpha statistic of around 0.952.  
Table 4.16 presents that reliability statistics of the constructs in the study’s 
questionnaire. A construct or questionnaire is considered to be measuring the 
variables it is intended to measure, if items under each construct have internal 
consistency and this is indicated by a Cronbach's Alpha statistic of at least 0.700. 
Generally, all constructs in the questionnaire had adequate internal consistency with 









Table 4.16 Reliability statistics of the study questionnaire.  
Number of Cronbach's  
Construct  Comment  
 items  Alpha  
Knowledge and understanding of diversity  
Uniqueness and interaction  3  0.783    
Ethnic,  gender  and  individual  5  0.857  High internal consistency 
tolerance for progress  
Diversity in organization’s management practices  
Diversity in recruitment and selection        
- Employee attraction and retention  2  0.697  Moderate internal  
- Employee selection methods  3  0.756  consistency  
Training and Development  5  0.942  High internal consistency 
Performance Appraisal  5  0.861  High internal consistency 
Reward and Compensation  4  0.916  High internal consistency 
Psychological capital  
Hope  4  0.835  High internal consistency 
Efficacy  4  0.928  High internal consistency 
Resilience  
 3  0.873  High internal consistency 
  
Optimism  3  0.833  High internal consistency 
Overall questionnaire   
 41  0.952  High internal consistency 
All Likert Scaled Questions  
  
The whole questionnaire was considered highly reliable with a Cronbach's Alpha 
statistic of 0.952.  
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4.5 NORMALITY & HYPOTHESIS TESTING  
4.5.1 Normality Test  
The normality tests are supplementary to the graphical assessment of normality and 
consist of numerous tests (Ghasemi & Zahediasl, 2012). In this study, a normality test 
was done using the Kolmogorov-Smirnov (K-S) test and the Shapiro-Wilk test. 
Ghasemi and Zahediasl (2012) detail a Kolmogorov-Smirnov (K-S) test as an empirical 
distribution function (EDF) in which the theoretical cumulative distribution function of 
the test distribution is contrasted with the EDF of the data. The Shapiro-Wilk test is 
defined as one of the most popular tests for normality distribution diagnostics which 
has good properties of power and is based on correlation within given observations 
and associated normal scores (Das & Imon, 2016).  
The four constructs of psychological capital were measured on a 6-point Likert scale. 
The overall means of each of the four psychological capital are presented in Table 17 
below. The results show that, in general, optimism has the highest score 
(mean=5.120) followed by resilience (mean=5.107) then efficacy (mean=5.083) and 
lastly, hope (mean=4.958). The psychological capital variables were constructed by 
finding the means of the questionnaire items that fall under them. The measurement 
of overall psychological capital was obtained by averaging all the questionnaire items 
that fell under the four constructs that are listed in Table 4.17 below.  
Table 4.17 Summary statistics of the four constructs of psychological capital.  
Descriptive Statistics for psychological Capital    
   N  Minimum  Maximum  Mean  
Std. 
Deviation  
Hope  100  1.50  6.00  4.958  0.946  
Efficacy  100  1.00  6.00  5.083  1.094  
Resilience  100  1.33  6.00  5.107  1.005  
Optimism  100  1.00  6.00  5.120  1.009  
Overall psychological capital of 
employees  
100  1.21  6.00  5.060  0.918  
  
Psychological capital variables are the dependent variables that are affected by 
diversity management practices, therefore, it is important to check the normality of 
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these variables to decide whether parametric or nonparametric tests can be used. The 
normality tests are presented in Table 18 below. The results show that all four 
constructs of psychological capital and their overall measure are not normally 
distributed as all the p-values of the Kolmogorov-Smirnov and the Shapiro-Wilk tests 
are all less than 0.05, which indicate that there is significant departure from normality 
on all four variables and their overall measure.  
  
Table 4.18 Test of normality of psychological capital variables.  
Tests of Normality   
Variable  
Kolmogorov-Smirnova  Shapiro-Wilk  
Statistic  Df  p-value  Statistic  df  p-value  
Hope  0.183  100  0.000  0.864  100  0.000  
Efficacy  0.230  100  0.000  0.797  100  0.000  
Resilience  0.218  100  0.000  0.804  100  0.000  
Optimism  0.192  100  0.000  0.815  100  0.000  
Overall psychological capital of 
employees  
0.153  100  0.000  0.850  100  0.000  
a. Lilliefors Significance Correction   
  
The histograms in Figure 4.1 below illustrate the distributions of the psychological 
capital variables. The histograms show that the variables are left skewed and 
concentrated to the right-hand side. In general, there is more concentration on the 
positive scores as far as psychological capital is concerned, since the response 
variables are not normal, it is not possible to carry out regression analysis or Analysis 
of Variance (ANOVA) as these methods are based on the assumption of normality. 
The relationships between psychological capital variables as dependent variables, and 
diversity management practices as independent variables, are, therefore, assessed by 








    
    
  
  
Figure 4.1 Histograms of psychological capital variables.  
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4.5.2 Hypothesis Testing  
4.5.2.1 Correlation analysis of knowledge and understanding of diversity and 
psychological capital of employees  
  
Table 4.19 Correlations of Knowledge and understanding of diversity and 
psychological capital variables  











Uniqueness  and 
Interaction  
Correlation                    
  
p-value  
                  
N                    
Ethnic, gender and 
individual tolerance 
for progress  
 Correlation  0.532**                 
p-value  0.000                 
N  100                 
 
Hope  
Correlation  0.302**  0.352**              
p-value  0.002  0.000              
N  100  100              
Efficacy  
Correlation  0.277**  0.256*  0.739**           
p-value  0.005  0.010  0.000           
N  100  100  100           
Resilience  
Correlation  0.270**  0.186  0.645**  0.883**        
p-value  0.007  0.065  0.000  0.000        
N  100  100  100  100        
Optimism  
Correlation  0.316**  0.362**  0.799**  0.726**  0.730**     
p-value  0.001  0.000  0.000  0.000  0.000     





Correlation  0.321**  0.320**  0.886**  0.937**  0.897**  0.889**  
p-value  0.001  0.001  0.000  0.000  0.000  0.000  
 N  100  100  100  100  100  100  
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed).  
  
  





Figure 4.2 Correlation effect size ranges for knowledge and understanding of diversity 
and psychological capital.  
Figure 4.2 shows that, the ranges of correlations between knowledge and 
understanding of diversity against all psychological capital variables, have a wider 
range (more effect) for Ethnic, Gender and Individual Tolerance for Progress than for 
Uniqueness and Interaction. 
Results in Table 4.19 show that, while psychological capital variables are highly 
correlated amongst themselves (correlations≥0.645), their correlations with 
‘Knowledge and understanding of diversity’ variables are rather low, although, most of 
them are significant, thus, ‘Knowledge and understanding of diversity’ has low effect 
size on psychological capital. Furthermore, the results show that the psychological 
capital variable of resilience is not correlated to the Knowledge and Understanding of 
diversity variable of Ethnic, Gender and Individual Tolerance for progress (r=0.186, p- 
=0.065).  
These results, although not hypothesized, are in contradiction to those from the 
research study conducted by Khan, Rao- Nicholson, Akhtar, Tarba, Ahammad and  
Vorley (2017), which indicated that when managers’ design gender-neutral jobs and 
assign high-impact jobs equally to male and female employees, this may promote 
  
0,150 0,250 0,350 0,450 
Uniqueness and Interaction 
Ethnic, gender and individual tolerance for 
progress 
Correlation values 
Correlation  effect size ranges  of Knowledge and  
understanding of diversity and Psychological capital  
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employees’ resilience. In concurrence, Simonsen (2008) argues that resilience 
thinking acknowledges that things change and that employees are to adapt to these 
changes and optimize or grow from them. This could mean that when employees adapt 
to individual differences, they tolerate and accept these differences, thus affecting their 
resilience towards a diversified workforce. Nwachukwu and Robinson (2011) claim that 
proving the reflectiveness, adaptiveness and responsiveness of employees to diversity 
that is well-managed can have the potential for the improvement of employees’ 
psychological capital attributes. This assumption is supported by Chapman and 
Radford (2015) who underscore the need for resilience building programs in the 
workplace, as a means to equip individuals with the resources and skills necessary to 
function, effectively. Such resilience programmes could incorporate elements of 
diversity management for the improvement of psychological functioning of employees 
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4.5.2.2 Correlation analysis of specific human resource management practices 
where employees perceive diversity to be applied by management and 
psychological capital of employees  
Table 4.20 Correlations of Diversity management practices and psychological capital 
variables.  
Spearman Correlations  












Correlation                            
p-value                            




Correlation  0.420**                          
p-value  0.000                          
N  100                          
Training and 
Development  
Correlation  0.497**  0.507**                       
p-value  0.000  0.000                       
N  100  100                       
Performance 
Appraisal  
Correlation  0.587**  0.555**  0.677**                    
p-value  0.000  0.000  0.000                    
N  100  100  100                    
Reward and 
Compensation  
Correlation  0.506**  0.414**  0.510**  0.693**                 
p-value  0.000  0.000  0.000  0.000                 
N  100  100  100  100                 
 
Hope  
Correlation  0.332**  0.151  0.171  0.325**  0.482**              
p-value  0.001  0.133  0.089  0.001  0.000              
N  100  100  100  100  100              
Efficacy  
Correlation  0.387**  0.332**  0.217*  0.394**  0.462**  0.739**           
p-value  0.000  0.001  0.030  0.000  0.000  0.000           
N  100  100  100  100  100  100           
Resilience  
Correlation  0.368**  0.307**  0.242*  0.391**  0.351**  0.645**  0.883**        
p-value  0.000  0.002  0.015  0.000  0.000  0.000  0.000        
N  100  100  100  100  100  100  100        
Optimism  
Correlation  0.358**  0.219*  0.167  0.319**  0.367**  0.799**  0.726**  0.730**     
p-value  0.000  0.029  0.096  0.001  0.000  0.000  0.000  0.000     





Correlation  0.400**  0.281**  0.220*  0.397**  0.468**  0.886**  0.937**  0.897**  0.889** 
p-value  0.000  0.005  0.028  0.000  0.000  0.000  0.000  0.000  0.000  
N  100  100  100  100  100  100  100  100  100  
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed).  




Results in Table 4.20 show that the diversity management practice variable of 
Employee Attraction and Retention is significantly correlated to all psychological 
capital variables (all p-values<0.05).   
The results reveal that when bed and breakfast establishments attract and retain 
diverse employees, this will positively affect the employees’ psychological capital. 
Employee retention is a critical issue and a challenge for organizations because it 
costs organizations in terms of recruiting, selecting and training new employees 
(Ganesha & Abubakkar, 2017). Doing it in a way that shows diversity and that does 
not discriminate, (for example, by using a variety of selection methods, using diverse 
retention methods), might increase the employees’ hope, efficacy, resilience and 
optimism. Scott (2015) found that hospitality managers face some of the lowest 
employee retention rates because of lack of strategies to manage or deal with the 
nature of diverse employees on the industry. Usually, this has resulted in staff 
resignations, loss of customer satisfaction and poor profitability. Some researchers 
have found that, young hospitality employees are making themselves available to 
replace the ageing workforce in the industry, however, when the younger workers 
experience constriction of diversity (which can be viewed as stifling their hope, and 
optimism), they leave. When this happens, valuable knowledge is lost to the industry 
(Rowe, 2013; Fernandez & Worasuwan, 2017).  
A research conducted by Gu (2016) presented findings on how a Chinese restaurant 
indicated that, having clear career paths or promotion routes that are universally 
recognised by employees, make the employees feel hopeful, thus showing positive 
organizational behaviors. In concurrence, Ganesha and Abubakkar (2017) posits that 
recognizing the efforts and input of employees, providing opportunities for employee 
participation in the management as well as empowering and delegating challenging 
tasks to employees are the some of the diverse techniques used to eliminate low 
employee retention rates. According to Scott (2015), such retention strategies have 
the potential to enhance employees’ optimism.  
In Table 20, Hope is not significantly correlated to employee selection methods 
(correlation=0.151, p-value=0.133) and training and development (correlation=0.171, 
p-value=0.089) but significantly to the other three diversity management practices 
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variables (p-values<0.05) - employee attraction and retention, performance appraisal 
as well as rewards and compensation.  
The results showing the correlation between hope and performance appraisal affirm 
Idowu (2017) who indicate that the use of performance appraisals in organizations 
contributes positively to employee motivation. Similarly, the findings of Daoanis (2012) 
demonstrate that performance appraisal systems strongly affect employees’ 
willingness to work and commit. Additionally, the results of Asamoah (2012) prove that 
when performance appraisal is implemented fairly, employees become satisfied and it 
reflects on their work output and performance. These studies suggest that, when 
performance appraisal is fair and precise, employees will be hopeful and motivated to 
put more effort to achieve positive goals. These are supported by the notion of 
Asamoah (2012) which suggest that implementation of performance appraisal shapes 
the personal goals of an employee and gives them hope. In concurrence, research 
findings of Kaposambo (2016) note that for an organization to obtain employee 
commitment, it should ensure that performance appraisal is well understood, fair and 
clearly communicated to employees. This means that, a well-communicated 
performance appraisal process could trigger high levels of commitment and hope for 
a better future in the organization, for the employees. LeVan (2017) summarizes that 
employees’ commitment and hope are affected by the organizations’ ability to create 
and implement fair performance appraisals.   
The results also show that the diversity management practices variable with the least 
effect on psychological capital is training and development which had the smallest 
correlation values with diversity management practice variables 
(0.167≤correlation≤0.242).  These results are in contrast with the research findings of 
Reynolds, Rahman and Bradetich (2014) which revealed that hospitality managers 
reacted most positively when asked whether diversity training made them better 
managers and least positively when asked whether their own job performance 
improved after diversity training. In the present study, the results could therefore mean 
that, although bed and breakfast establishments offer diversity training for employees, 
it more beneficial for the establishment or organization than for employees’ personal 
growth and well-being.   
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In concurrence with the above assertion, Kalargyrou and Costen (2017) argue that 
even though properly designed diversity training may influence employee attitude, 
there is little evidence that it changes employee behavior. Reichard, Dollwet and Louw-
Potgieter (2014), on the other hand, maintain that through diversity training, it is likely 
that employees will benefit from a range of psychological resources that will allow them 
to take a positive perspective about their new environment and safeguard them against 
setbacks (resilience).  Similarly, West and Ryan (2011) claim that psychological capital 
may positively relate to employee motivation in a training and development context; 
the research finding of Combs and Luthans (2007) concur that diversity training was 
also shown to be positively related to employees' stated levels of difficulty and 
magnitude in coping with diversity initiatives - which could be construed as related to 
a sense of hope.  
The diversity management practice variable of reward and compensation has the 
highest effect on psychological capital variables (0.351≤correlation≤0.482). Figure 3 
below shows that, as far as the effect of diversity management practices on 
psychological capital is concerned, reward and compensation has the ranges of 
correlations higher than the other four diversity management practices with 
performance appraisal and employee attraction and retention following, then 
employee selection methods and training and development with the lowest effect size.  
These results are supported by the research study conducted by Mabaso (2017) which 
reported that rewards and compensation play a significant role in motivating 
employees, while ensuring a high level of performance and work stability. At the same 
time, further findings confirm that motivated employees have resilience and tend to 
develop high self-efficacy for themselves (Schwarzer & Warner, 2013). In 
concurrence, Victor and Hoole (2017) note that when employees are provided with 
higher levels of rewards, they tend to put more effort into their work, thus showing 
optimism. Shelton and Renard (2015) claim that if employees are not satisfied with the 
rewards and compensation put in place, it will result in lower levels of optimism. 
Furthermore, Zaraket and Saber (2017) indicate that when employees are satisfied 
financially and psychologically, they are able to perform their work successfully and 
have hope of growing in their career.  Contrary to these evidence, the research findings 
of Kim and Kim (2001) revealed that there is a negative relationship between rewards 
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and employees’ self-efficacy. This was, however challenged by recent research 
findings of Tzur, Ganzah and Pazy (2016) showing that employees’ self-efficacy is 
positively influenced by fair and equal rewards.  
  
 
Figure 4.3 Correlation effect size ranges for Diversity management practices and 
psychological capital.  
Figure 4.3 shows that, the ranges of correlations between employee selection methods 
and reward and compensation against all psychological capital variables have a wider 
range (more effect) than for performance appraisal, training and development and 
employee attraction and retention. 
 
4.6 THE CHAPTER SUMMARY 
The chapter presented and discussed the results obtained from the analysis of the 
collected data. The results were graphically presented while descriptive and inferential 
statistical analyses were tabulated and discussed. The next chapter presents 
conclusions and recommendation based on the findings in this chapter.  
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5.1 INTRODUCTION  
The preceding chapter outlined the data analysis processes, results, their 
interpretation, and discussions pertaining to the study objectives. This chapter 
provides the conclusions that can be drawn from the literature reviewed, the results of 
the study as well as proposing recommendations for practice and future research.  
To recap, the present study sought to achieve the following objectives:  
1. To determine employees’ knowledge and understanding of diversity;  
2. To identify the specific human resource management practices where 
employees perceive diversity to be applied by management within bed and 
breakfast establishments in Matjhabeng Local Municipality, Free State.  
4. To measure the status of psychological capital of employees among bed and 
breakfasts establishments in Matjhabeng Local Municipality, Free State.  
5. To measure the extent to which employees’ perceptions of diversity 
management practices correlate with their psychological capital.  
  
5.2 CONCLUSION BASED ON LITERATURE REVIEW  
The hospitality industry is dominated by large business establishments and available 
literature revealed that bed and breakfast establishments contribute largely to the 
hospitality industry and economic growth (SA Tourism Review: Report of the Expert 
Panel, 2015; Awang, Aziz & Samdin, 2011). Despite this contribution, bed and 
breakfast establishments are believed to be faced with numerous challenges that 
inhibit their growth (Mahembe, 2011), although most of these are in the external 
environment of the ventures (Niemann, et al., 2008). These establishments also face 
difficulties in relation to diversity within their workforce (Pinilla, 2002; Awang, et al., 
2011: 80), however, literature shows that most of the information on diversity 
management, within the hospitality sector focuses more on large establishments 
(Tervonen, 2012; Gong, 2008, Gajjar & Okumus, 2018; Badran & Khalifa, 2013).  
The reviewed literature revealed that diversity management is “the utilization of human 
resource management practices to (a) increase or maintain the variation in human 
capital on some given dimensions, (b) ensure that variation in human capital on some 
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given dimensions does not hinder the achievement of organizational objectives, and 
(c) ensure variation in human capital on some given dimension facilities for the 
achievement of organizational objectives” (Olsen and Martins (2012). These diversity 
management practices involve activities that encourage employees to value diversity 
in an organization, such as, recruitment and selection, training and development, 
performance appraisal as well as reward and compensation (Shume, 2013).   
Furthermore, literature narrates that effectively implementing diversity management 
practices will not decrease turnover, attract customers nor improve employees’ 
performance, but will rather motivate employees, therefore, positively influencing their 
psychological capital (Gong, 2008); which is defined as the positive psychological 
states of individuals, hence a positive psychology theory was adopted to guide the 
study (Luthans, Youssef & Avolio, 2007).   
In order to achieve the above objectives, a number of hypotheses were tested and the 
following conclusions were arrived at:  
  
5.3 SUMMARY OF RESULTS AND CONCLUSIONS BASED ON RESEARCH 
HYPOTHESES  
 
5.3.1 Knowledge and understanding of diversity  
The first hypothesis (H1) tested was: ‘Employees do have knowledge and 
understanding of diversity’. As indicated in the exploratory factor analysis in Table 3 of 
Chapter 4, two sub-constructs were obtained from Knowledge and Understanding of 
diversity as follows:  
(a) Sub-Construct of Uniqueness and Interaction – results indicated that 
employees knew the meaning of diversity.  
(b) Sub-Construct of Ethnic, Gender and Individual Tolerance for Progress - results 
indicated that employees had an understanding that diversity plays an 
important role in ensuring a sustainable future for their companies.  
This means that the first hypothesis (H1) that employees do have knowledge and 
understanding of diversity is not rejected rather it is supported. It is therefore concluded 
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that, employees from the B&Bs had an understanding of, and knowledge of what 
diversity means.  
  
5.3.2 Diversity Management practices  
The second hypothesis (H2) tested was: ‘There are specific human resource 
management practices where employees perceive diversity to be recognised by 
management’. There were four diversity management practices that were analysed in 
the study, namely, recruitment and selection, training and development, performance 
appraisal as well as reward and compensation.   
5.3.2.1 Recruitment and Selection  
As indicated in the exploratory factor analysis in Table 6 of Chapter 4, two sub 
constructs were obtained from recruitment and selection and the results were as 
follows:  
(a) Sub-Construct of Employee Attraction and Retention - Table 7 in Chapter 4 
indicates that employees agreed that their organizations attract and retain 
employees from different backgrounds.  
(b) Sub-Construct of Employee Selection methods – Table 8 in Chapter 4 indicates 
that employees agreed that their organizations ensure fair and diversified 
selection measures, during recruitment.  
5.3.2.2 Training and Development - Table 9 in Chapter 4 indicates that employees 
agreed that training is offered for diverse social groups in their organizations.  
5.3.2.3 Performance Appraisal - Table 10 in Chapter 4 indicates that employees 
agreed that there are equitable systems for employee appraisals, despite their 
individual differences.  
5.3.2.4 Reward and Compensation - Table 11 in Chapter 4 indicates that employees 
agreed that their organizations have fair practices on reward systems despite 
individual differences.  
This means that the second hypothesis (H2) that there are specific human resource 
management practices where employees perceive that diversity is applied by 
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management is not rejected but is supported. It is, therefore, concluded that 
employees’ perceptions of specific diversity management practices are all positive.   
5.3.3 Psychological Capital  
The third hypothesis (H3) tested was: ‘Employees’ psychological capital is positive’. 
Psychological Capital consists of four dimensions that were analyzed, namely, hope, 
self-efficacy, resilience and optimism. The results of the analysis for each dimension 
are as follows:   
5.3.3.1 Hope - Table 12 in Chapter 4 indicates that employees think of many ways to 
reach their current work goals.  
5.3.3.2 Self-efficacy - Table 13 in Chapter 4 indicates that employees feel confident 
analyzing a long-term problem to find a solution and they also feel confident in 
representing their work area in meetings with management.  
5.3.3.3 Resilience - Table 14 in Chapter 4 indicates that employees are able to recover 
from setbacks at work.  
5.3.3.4 Optimism - Table 15 in Chapter 4 indicates that employees are optimistic about 
what will happen to them in the future, as it pertains to their work.  
This means that the third hypothesis (H3) that employees’ psychological capital is 
positive is not rejected, rather it is supported. It is, therefore, concluded the B&B 
employees have positive psychological capital.   
5.3.4 Relationship between diversity management practices and psychological 
capital  
The fourth hypothesis (H4) tested was: ‘There is a significant positive 
correlation/relation between perceived diversity management practices and 
psychological capital of employees’. The Spearman Correlation test results showed a 
significant correlation (all p-values<0.05) between diversity management practices 
and psychological capital of employees (see Table 20). This means that, the fourth 
hypothesis is supported. It is, therefore, concluded that perceived diversity 
management practices in specific human resource management practices, have an 
effect on the psychological capital of the B&B employees.  
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5.4 RECOMMENDATIONS  
  
5.4.1 Recommendations for practice  
(a) From the findings of this study, it can be recommended that in order for bed and 
breakfast establishments to have a sustainable future, they should learn about 
and understand diversity, and this will help them value cultural differences and 
effectively manage a diverse workforce.  
(b) Bed and breakfast establishments, in the study, need to continue implementing 
diversity management practices in their human resource functions. By so doing, 
they will develop a diversity-learning culture for employees to fully understand 
the needs and expectations of working in a diverse workplace.  
(c) Bed and breakfast establishments need to continue embracing and investing 
more in their human resource functions, in different ways, in order to develop 
and build employees’ psychological capital. In addition, B&B managements 
should find other ways, besides human resource functions, to make their 
employees understand their psychological strengths, thus promoting other 
psychological states such as employee engagement; this might result in high 
productivity and successful management of the bed and breakfast 
establishment employees.  
(d) It is also recommended that bed and breakfast establishments correctly 
implement fair diversity management practices, since this might motivate and 
develop employees positively, as well as contribute to increased productivity; 
thus positively influencing employees’ psychological capital.   
5.4.2 Recommendations for future research  
The recommendations are:  
(a) The sample size that was used in this study is too small and is not a reflection 
of all the South African bed and breakfast establishments, therefore, a research 
with a larger sample should be conducted, covering other areas, either in the 
Free State Province or the country at large.   
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(b) Future research could conduct and investigate further on the relationship 
between diversity management practices and psychological capital of 
employees by incorporating the views of the employers.  
(c) Future research could make use of qualitative research (interviews) to 
corroborate data.  
  
5.5 THE CHAPTER SUMMARY 
This chapter presented a summary of the conclusions drawn from the findings of the 
















© Central University of Technology, Free State
96  
  
REFERENCE LIST  
Abawi, K. 2013. Data Collection Instruments (Questionnaire and Interviews). Training 
in Sexual and Reproductive Health Research. Geneva: Geneva Foundation for 
Medical Education and Research.  
Abomeh, O.O. 2012. Hospitality and Tourism manpower training and education in 
Nigeria. Afro-Asian Journal of Social Sciences, 3 (3.4): 2229-5313.  
Acaps. 2012. Qualitative and quantitative research techniques for humanitarian needs 
assessment: An introductory brief. Better Assessment and Better Aid. (Unpublished).  
Alam, M. S., Shaheed, A. A., Sahabuddin, M. & Akter, S. 2013. Relationship between 
employee recognition and employee contribution in service industry. International 
Journal of Business and Marketing Management 1 (1):1-8.  
Aldosari, K.A. 2013. Satisfaction in the hospitality industry: Management issues and 
opportunities. Melbourne, Australia: Victoria University. (Thesis).  
Amin, Z. & Akbar, K.P. 2013. Analysis of psychological well-being and turnover 
intentions of hotel employees: An empirical study. International Journal of Innovation 
and Applied Studies, 3(3):662-671.  
Anjum, M.A. & Ahmed, S.J. 2014. Do Psychological Capabilities Really Matter? The 
Combined Effects of Psychological Capital and Peace of Mind on Work Centrality and 
In-role Performance. Pakistan Journal of Commerce & Social Sciences, 8 (2): 502520.  
Appaw-Agbola, E.T. & Agbola, A.K. 2012.Staffing issues among small tourism 
organizations in Ghana: A study of selected small hotels in the Volta region. World 
Review of Business Research, 2(5): 36-47.  
Appollis, V.P. 2010.The relationship between intention to quit, psychological capital 
and job satisfaction in the tourism industry in the Western Cape. University of the 
Western Cape. (Dissertation).  
Asamoah, H. 2012. The effects of performance appraisal on employee attitude: A case 
of first allied savings and loans Ltd. Kumasi: Kwame Nkrumah University of Science 
and Technology. (Dissertation).  
© Central University of Technology, Free State
97  
  
Asebedo, S.D. & Seay, M.C. 2014. Positive psychological attributes and retirement 
satisfaction. Journal of Financial Counseling and Planning, 25(2):161-173.  
Avey, J.B., Luthans, F. & Youssef, C.M. 2009. The addictive value of positive 
psychological capital in predicting work attitudes and behaviors. Journal of 
Management, 36 (2): 430-452.  
Avey, J.B., Luthans, F., Smith, R.M. & Palmer, N.F. 2010. Impact of positive 
psychological capital on employees’ well-being overtime. Journal of Occupational 
Health Psychology, 15(1):17-28.  
Avey, J.B., Patera, J.L. & West, B.J. 2006. The implications of positive psychological 
capital on employee absenteeism. Journal of Leadership & Organizational Studies, 
13(2): 42-60.  
Awang, K.W., Aziz, Y.A. & Samdin, Z. 2011. Pattern of small hotel businesses: A 
perspective from the practitioners. Journal of Tourism, Hospitality & Culinary Arts, 3  
(3): 69-84.  
Azic, M.L. 2017. The impact of hotel employee satisfaction on hospitality performance.  
Tourism and Hospitality Management, 23(1):105-117.  
Aziz, Abdul, Y., Awang, K.W. & Zaiton, S. 2012. Challenges faced by micro, small, and 
medium lodgings in Kelantan, Malaysia. International Journal of Economics and 
Management, 6 (1):167-190.  
Babalola, S.S. & Marques, L. 2013. Integrated approach to workplace diversity through 
human resource management. Journal of Social and Development Science, 4(9): 
435445.  
Badran, N. & Khalifa, G. 2013. Diversity management: Is it an important issue in hotel 
industry in Egypt? Journal of Faculty of Tourism and Hotels, 7(2):275-286.   
Bana, W.M. 2019. Employee compensation and workplace diversity. International 
Journal of Education and Research, 7(1): 235-250.  
Bayramoğlu, G. & Şahin, M. 2015. Positive psychological capacity and its impacts on 
success. Journal of Advanced Management Science, 3(2): 154-157.  
© Central University of Technology, Free State
98  
  
Bean, R. 2010. Managing cultural diversity: training program resource manual. Calton 
South, Victoria: Australian Multicultural Foundation.  
Bedi, P., Lakra, P & Gupta, E. 2014. Workforce diversity management: Biggest 
challenge or opportunity for 21st century organizations. Journal of Business and 
Management, 16(4): 102-107.  
Behjat, S. & Chowdhury, M.S. 2012. Emotional intelligence, self-efficacy and diversity 
receptiveness of university students: A correlation study. International Journal of 
Academic Research in Business and Social Sciences, 2(4): 301-312.  
Berridge, P.L. 2011. From coach to positive psychology coach. University of 
Pennsylvania. (Thesis).  
Bibi, N. 2016. Role of gender diversity in organizational effectiveness and its 
implications. International Review of Management and Marketing, 6(S4): 80-85.  
Bovana, L.P. 2014. Assessing diversity management within the Western Cape 
Department of Community Safety. Stellenbosch University. (Dissertation).  
Burton, K. 2012. A Study of Motivation: How to Get Your Employees Moving. Indiana 
University. (Thesis).  
Carelse, K. 2013. Employees’ perceptions towards workplace diversity in a financial 
institution operating in the Western Cape. University of the Western Cape. (Thesis).  
Çetin, F. & Basim, H.N. 2012. Organizational psychological capital: A scale adaptation 
study. TODAİE’s Review of Public Administration, 6(1):159-179.  
Chan, J.K.L. & Quah, W.B. 2008. Key issues on managing small and medium-sized 
accommodation businesses: An exploratory study. TEAM Journal of Hospitality and 
Tourism, 5(1):13-26.  
Chapman, G. & Radford, K. 2015. Positive Psychological Capital and Employee 
Retention: A new perspective for the ageing workforce. Australia: Griffith University 
(Thesis).  
© Central University of Technology, Free State
99  
  
Chei, C.H., Yee, H.C., Men, L.P. & Bee, L.L. 2014. Factors affect employees 
‘performance in hotel industry. Universiti Tunku Abdul Rahman. (Disseratation)  
Chen, T., Wu, C. & Wang, Y. 2015.  Impact of transformational leadership behaviors 
and psychological optimism on subordinate performance in Taiwan’s Tourism Hotel 
Industry. Open Journal of Social Sciences, 3 (7):174-179.  
Chili, N.S. & Mabaso, S.L. 2016. The challenges of developing small tourism 
enterprises in townships: A case of Umlazi, South Africa. Problems and Perspectives 
in Management, 14(1): 201-204.  
Chiliya, N., Chikandiwa, C.K. & Afolabi, B. 2011.Factors affecting small micro medium 
enterprises’ (SMMEs) adoption of e-commerce in the Eastern Cape Province of South 
Africa. International Journal of Business and Management, 6(10): 28-36.  
Chilla, H.A., Kibet, Dr. Y. & Douglas, Dr. M. 2014. Effects of organizational culture on 
organizational performance in the hospitality industry. International Journal of 
Business and Management Invention, 3 (1):1-13.  
Chimucheka, T. 2013. Overview and performance of the SMMEs sector in South 
Africa. Mediterranean Journal of Social Sciences, 4(14): 783-785.  
Chipunza, L.T. 2014. Driving innovation in small accommodation businesses: A 
comparative study of Zimbabwe and South Africa. Free State, Bloemfontein: Central 
University of Technology. (Dissertation).  
Choi, J. 2014. The effects of autonomous work environment and positive psychological 
capital on self-directed employee behavior: Evidence from Korea. Urbana- 
Champaign: University of Illinois. (Dissertation).  
Ciarrochi, J., Atkins, P.W.B., Hayes, L.L., Sahdra, B.K. & Parker, P. 2016.  Contextual 
Positive Psychology: Policy Recommendations for Implementing Positive Psychology 
into Schools. Front. Psychol. 7(1561): 1-16.  
Collishaw, M.A., Dyer, L. & Boies, K. 2008. The authenticity of positive emotional 
displays: Client responses to leisure service employees. Journal of Leisure Research, 
40(1): 23–46.  
© Central University of Technology, Free State
100  
  
Combs, G. M., & Luthans, F. 2007. Diversity training: Analysis of the impact of 
selfefficacy. Human Resource Development Quarterly, 18 (1): 91–120.  
Crowe, S., Cresswell, K., Robertson, A., Huby, G., Avey, A. & Sheikh, A. 2011.The 
case study approach. BMC Medical Research Methodology, 11(100):1-9.  
D’ Netto, B., Shen, J., Chelliah, J. & Monga, M. 2014. Human Resource diversity 
management practices in the Australian manufacturing sector. The International 
Journal of Human Resource Management, 25 (9):1243-1266.  
Daniels, J. 2012. Employee perceptions towards diversity management in a glass 
manufacturing company in the Western Cape. University of Western Cape.  
(Dissertation).  
Danullis, M., Dehling, S. & Pralica, S. 2004. Diversity management: A new paradigm. 
Kristianstad University. (Dissertation).  
Daoanis, L.E. 2012. Performance appraisal system: Its implication to employee 
performance. International Journal of Economics and Management Sciences, 2(3):55- 
62.  
Das, K.R. & Imon, A.H.M.R. 2016. A brief review of tests for normality. American 
Journal of Theoretical and Applied Statistics, 5(1):5-12.  
Das, S.P., Narendra, P. & Mishra, P. 2014. HR issues in small & medium enterprises- 
A literature review. International Journal of Research in Humanities, Arts and 
Literature, 2(5):183-194.  
Dawkins, S.L. 2014. New directions in psychological capital research: A critical 
analysis and theoretical and empirical extensions to individual-and team-level 
measurement. Australia, Hobart: University of Tasmania. (Dissertation).  
De Beer, J.A. 2011. Towards guidelines for effective diversity management in South 
African organizations. University of Pretoria. (Dissertation).   
Deen, A., Hirilal, V. & Achu, F.N. 2016. Women in tourism: experience and challenges 
faced by owners of small accommodation establishments. African Journal of 
Hospitality, Tourism and Leisure, 5(3)1-15.  
© Central University of Technology, Free State
101  
  
De Hoe, R. & Janssen, F. 2014. Developing psychological capital to learn and bounce 
back from entrepreneurial failure. Universite Catholique de Louvain. (Thesis).  
DeLancey, R.M. 2013. Employee perceptions of multiculturalism and diversity in 
multinational corporations. African Journal of Business Management, 7 (35): 
35593574.  
Demircia, İ. & Ekşib, F. 2015. Five-Dimensional model of adolescent well-being: 
validity and reliability of the Turkish version of the EPOCH Measure. Journal of Youth 
Research, 3(3): 21-30.  
Deshwal, P. & Choudhary, C. 2012. Workforce diversity management: biggest 
challenge for 21st century managers. International journal of multidisciplinary research, 
2 (4):74-87.  
Dike, P. 2013. The impact of workplace diversity on organizations.  Degree 
Programme in International Business. London University. (Thesis).  
Diržytė, A. 2013. Research on positivity and psychological capital at science and study 
institutions in the USA. Intellectual Economics, 7(3): 389-395.  
Dodge, R., Daly, A. P., Huyton, J., & Sanders, L. D. 2012. The challenge of defining 
wellbeing. International journal of wellbeing, 2(3):222-235.  
Donaldson, S.I., Dollwet, M. & Rao, M.A. 2015. Happiness, excellence, and optimal 
human functioning revisited: Examining the peer-reviewed literature linked to positive 
psychology. The Journal of Positive Psychology, 10(3): 185-195.  
Dos Santos, S.E., Chaves, M.S. & Pedron, C.D. 2014. An analysis of open-ended 
online reviews about bed and breakfast and inns in Portugal. RevistaBrasileira de 
PesquisaemTurismo, 8(1):99-119.  
Drost, E.A. 2011. Validity and reliability in social science research. Education research 
and perspectives, 38 (1):105-123.  
Du Plessis, Y. & Barkhuizen, N. 2012.  Psychological capital, a requisite for 
organizational performance in South Africa. South African Journal of Economic and 
Management Sciences, 15(1):16-30.  
© Central University of Technology, Free State
102  
  
Elfil, M.  Negida, A. 2017. Sampling methods in Clinical Research: An educational 
review. Emergency, 5(1): 1-3.  
Etikan, I., Musa, S.A. & Alkassim, R.S. 2016. Comparison of convenience sampling 
and purposive sampling. American Journal of Theoretical and Applied Statistics, 5(1): 
1-4.  
Fazliogullari, O. 2012. Scientific research paradigms in social sciences. International 
journal of educational policies, 6 (1): 41-55.  
Felkel, B.H. & Gosky, R.M. 2013. A study of reliability and validity of the felder-soloman 
index of learning styles for business students. Appalachian State University. (Thesis).  
Fernandez, K.M. & Worasuwan, K. 2017. Drivers of hotel employee retention: A 
comparative study. Universal Journal of Management, 5(11):497-501.  
Fernandez-Rios, L. & Cornes, J.M. 2009. A critical review of the history and current 
status of positive psychology. Annual of Clinical Health Psychology, 5: 7-13.  
Ferreira, T. 2015. The relationship between psychological capital and work 
engagement amongst correctional officers at a correctional facility in the Western 
Cape. University of Western Cape. (Dissertation).  
Firat, A., Turker, G.O. & Metin, I. 2014. Specification of target market in small and 
medium scale accommodation businesses: A study on Boutique Hotels operating in 
City of Mugla. International Journal of Academic Research, 6(1): 82-88.  
Fisher, A.N. 2012. A Brief for Amici Curiae small business owners and associations in 
support of respondents. University of Texas. (Thesis).  
Foma, E. 2014. Impact of workplace diversity. Review of Integrative Business and 
Economics Research, 3(1): 382-390.  
Fouka, G. & Mantzorou, M. 2011. What are major ethical issues in conducting 
research? Is there conflict between the research ethics and nature of Nursing? Health 
Science Journal, 5 (1): 3-15.  
Fowler, F.J. 2013. Survey research methods. 5th ed. Boston: University of 
Massachusetts: SAGE Publications.  
© Central University of Technology, Free State
103  
  
Frazier, P. 2010. A study of internship programs in the bed and breakfast industry. Las 
Vegas: University of Nevada. (Dissertation).  
Fredette, E.A. 2010. A Start to finish guide to opening a bed & breakfast: The business 
plan. Las Vegas: University of Nevada. (Dissertation).  
Gable, S.L. & Haidt, J. 2005. What (and why) is positive psychology? Review of 
General Psychology, 9 (2):103-110.  
Gajjar, T. & Okumus, F. 2018. Diversity management: what are the leading hospitality 
and tourism companies reporting? Journal of Hospitality Marketing & Management, 27 
(8): 905-925. 
Ganesha, A.B. & Abubakkar, S. 2017. A study on employee turnover in hospitality 
industry in D.K District, Karnataka. Mangalore: University College Hampantatta.  
(Thesis).  
Geneva. 2010. Developments and challenges in hospitality and tourism sector. 1st ed.  
Switzerland: International Labour Organization.  
George, K. 2015. The relationship between psychological ownership, work 
engagement and happiness. University of Pretoria. (Dissertation).  
Ghasemi, A. & Zahediasl, S. 2012. Normality tests for statistical analysis: A guide for 
non-statisticians. International Journal of Endocrinology & Metabolism, 10(2):486-489.  
Given, L.M. & Winkler, D. 2014. Qualitative Research Practice: implications for the 
design and implementation of a research impact assessment exercise in Australia.  
Charles Sturt University. (Dissertation).  
Gong, Y. 2008. Managing cultural diversity in hospitality industry. Las Vegas:  
University of Nevada. (Dissertation).  
Greenberg, J. 2012. Diversity in the Workplace: Benefits, Challenges and Solutions.  
http://diversity.sdce.edu/content/diversity-workplace-benefits-challenges-
andhttp://diversity.sdce.edu/content/diversity-workplace-benefits-challenges-and-
solutionssolutions. Accessed 27th February 2014.  
  
© Central University of Technology, Free State
104  
  
Gu, B. 2016. Effects of psychological capital on employee turnover intentions: A study 
based on Hai Di Lao Hot Pot. Journal of Global Tourism Research, 1(1):21-8.  
  
Hajjar, L. & Hugonet, C. 2015. Diversity within small and medium-sized enterprises- 
best practices and approaches for moving ahead. Luxembourg: European Union.  
  
Hair, J. F., Wolfinbarger, M., Ortinau, D. J. & Bush, R. P. 2008. Essentials of Marketing 
Research. New York: McGraw-Hill Higher Education.  
Hang VO, K. 2014. Managing Cultural diversity in Human Resource Management. 
Imatra: Saimaa University of Applied Sciences. (Thesis).  
Hanlon, B. & Larget, B. 2011. Samples and populations. Madison: University of 
Wisconsin. (Thesis).  
Hansen, A., Buitendach, J.H. & Kanengoni, H.2015. Psychological capital, subjective 
well-being, burnout and job satisfaction amongst educators in the Umlazi region in 
South Africa. SA Journal of Human Resource Management, 13(1):1-9.  
Harris, C. 2013. Relationship between psychological capital, work engagement and 
organizational citizenship behavior in South African automotive dealerships. Nelson 
Mandela Metropolitan University. (Thesis).  
Held, B.S. 2004. The negative side of positive psychology. Journal of Humanistic 
Psychology, 44 (1): 9-46.  
Herbert, M. 2011. An exploration of the relationships between psychological capital 
(hope, optimism, self-efficacy, resilience), occupational stress, burnout and employee 
engagement. Stellenbosch University. (Dissertation).  
Hidayat, A.E. & Mangudjaya, W.C. 2010. Individual differences in psychological 
capital: a study of mining company in Indonesia. University of Indonesia. (Thesis).  
Holthausen, J. 2013. The Scientific review of the Social Exchange Theory and its 
contribution to solving purchasers’ decision-making issues. Netherlands: University of 
Twente. (Thesis).  
© Central University of Technology, Free State
105  
  
Huda, K., Haque, A. & Khan, R. 2014. Effective recruitment challenges faced by the 
hospitality industry in Bangladash: A study on selected star rated residential hotels.  
Economia Seria Management, 17(2)211-222.  
  
Hulme, D. 2007. Integrating quantitative and qualitative research for country case 
studies of development. UK: University of Manchester. (Thesis).  
Idowu, A.O. 2017. Effectiveness of performance appraisal system and its effect on 
employee motivation. Nile Journal of Business and Economics, 3(5):15-39.  
Ingram, D. R. 2013. The Discourse of Diversity: From Biology to Management, 
Organization. Journal of Management Science 4(2):187-210.  
  
Jaafer, M., Ing, K.T. & Surkano, S. Z. 2011. Problems of small and medium sized 
budget hotel operators. World Applied Sciences Journal, 12(Special Issue of Tourism 
& Hospitality): 73-79.  
Jinyang, L. 2015. Knowledge sharing in virtual communities: A social exchange theory 
perspective. Journal of Industrial Engineering and Management, 8 (1):170-183.  
Jin-Zhao, W. & Jing, W. 2009. Issues, challenges and trends that facing hospitality 
industry. Management Science and Engineering, 3(4):53-58.  
Johnson, S.L. 2010. A question of Time: Cross-sectional versus Longitudinal study 
designs. Pediatrics in Review, 31(6):250-251.  
Jonker, C. S., & Van der Merwe, A. 2013. Emotional episodes of Afrikaans speaking 
employees in the workplace. South African Journal of Industrial Psychology, 39(1): 1– 
12.  
Joseph, H. 2013. Does Township tourism contribute to government’s strategic goals 
for the tourism sector? A case study of Bed and Breakfast entrepreneurs in Gugulethu 
and Langa. University of Cape Town. (Dissertation).  
Joy, M.M. 2016. Promoting gender diversity at Workplace-Implications on high 
performance work systems in software industry in India. Asia Journal of Innovative 
Research in Science, Engineering and Technology, 1(7):1-4.  
© Central University of Technology, Free State
106  
  
Kashyap, G. 2014. Challenges faced by the hotel industry: A review of Indian scenario. 
IOSR Journal of Business and Management, 16(9):69-73.  
Kalargyrou, V. & Costen, W. 2017. Diversity Management Research in Hospitality and 
Tourism: Past, Present and Future. International Journal of Contemporary Hospitality 
Management, 29(1): 68-114.  
Kaposambo, V. 2016. Employee perception of performance appraisal and its 
relationship wt organizational commitment: The case of a meat corporation in Namibia. 
University of Cape Town (Dissertation).  
Karatepe, O.M. & Karadas, G. 2015. Do psychological capital and work engagement 
foster frontline employee’s satisfaction? A study in the hotel industry. International 
Journal of Contemporary Hospitality Management, 27 (6):1254-1278.  
Kern, M.L., Waters, L.E., Adler, A., and White, M.A. 2014. A multidimensional 
approach to measuring well-being in students: Application of the PERMA framework.  
The Journal of Positive Psychology, 10(3): 262-271.  
Khan, Z., Rao-Nicholson, R., Akhtar., Tarba, S.Y., Ahammad, M.F. & Vorley, T. 2017. 
The role of HR practices in developing employee resilience: A case study from the 
Pakistani telecommunications sector. International Journal of Human Resource 
Management, 1(1):1-41.  
Kim, S. & Kim, S. 2001. Self-efficacy and its impact on pay satisfaction, pay-level 
satisfaction and benefits satisfaction. Seoul Journal of Business, 7(1): 27-39.  
Kinyua, K. & Okunya, L.O. 2014. Validity and reliability of teacher-made tests: Case 
study of year 11 physics in Nyahururu District of Kenya. African Educational Research 
Journal, 2 (2):61-71.  
Korjala, V. 2012. Cultural diversity in hospitality management: how to improve cultural 
diversity workforce. Turku University of Applied Sciences. (Thesis).   
Kristjánsson, K. 2010. Positive Psychology, Happiness, and Virtue: The Troublesome 
Conceptual Issues. Review of General Psychology, 14(4): 296–310.  
Kubokawa, A. & Ottaway, A. 2009. Positive psychology and cultural sensitivity: A 
review of the literature. Graduate Journal of Counseling Psychology, 1(2):130-138.  
© Central University of Technology, Free State
107  
  
Larson, M.D., Norman, S.M., Hughes, L.W. & Avey, J.B. 2013. Psychological capital: 
A new lens for understanding employee fit and attitudes. International Journal of 
Leadership Studies, 8 (1): 28-43.  
Lee, C. & Chu, K. 2016. Understanding the effect of positive psychological capital on 
hospitality interns’ creativity for role performance. The International Journal of 
Organizational Innovation, 8(4): 213-222.  
Lee Duckworth, A., Steen, T.A. & Seligman, M.E.P. 2005. Positive psychology in 
clinical practice. Annu. Rev. Clin. Psychol, 1(1): 629-651.  
Lejweleputswa District. 2015. Flaming Accommodation Database. Free-State: 
Lejweleputswa Local Municipality.  
Lekhanya, L.M. & Mason, R.B. 2014. Selected key external factors influencing the 
success of rural Small and Medium Enterprises in South Africa. Journal of Enterprising 
Culture, 3: 331-348.  
Lekhanya, L.M. 2010.The use of marketing strategies by small, medium and micro 
enterprises in rural KwaZulu-Natal. Durban University of Technology. (Dissertation).  
LeVan, K.B. 2017. Examining the relationships between performance appraisal 
reactions and employee engagement. University of Texas. (Dissertation).  
Levene, R.A. 2015. Positive psychology at work: Psychological capital and thriving as 
pathways to employee engagement. University of Pennsylvania. (Thesis).  
Lomas, T. & Hefferon, K. 2015. Positive psychology. Volume IV: Critiques, 
controversies and current issues. University of East London. (Dissertation).  
Lorenz, T., Pütz, C. & Heinitz, J.K. 2016. Measuring psychological capital: construction 
and validation of the compound PsyCap scale (CPC-12). PloS One, 11(4): 1-17.  
Louvrier, J. 2013. Diversity, difference and diversity management: A contextual and 
interview study of managers and ethnic minority employees in Finland & France. 
Helsinki: Hanken School of Economics.  
Luthans, F. & Youssef, C. M. 2007. Emerging positive organizational behavior. Journal 
of Management 33(3): 321–349.  
© Central University of Technology, Free State
108  
  
Luthans, F. 2002a. The need for and meaning of positive organizational behavior.  
Journal of Organizational Behavior, 23(1): 695–706.  
Luthans, F., Avey, J.B., Avolio, B.J., Norman, S.M. & Combs, G.M. 2006. 
Psychological Capital development: toward micro-intervention. Journal of 
Organizational Behavior, 27(1): 387-393.  
Luthans, F., Youssef, C. M. & Avolio, B. J. 2007. Psychological capital: Developing the 
human competitive edge. Oxford, UK: Oxford University Press.  
Lynn, P., Erens, B. & Sturgis, P. 2012. A strategy for survey methods research in the 
UK. London, England: ESRC Survey Resources Network.  
Mabaso, C.M. 2017. The influence of rewards on job satisfaction and organizational 
commitment among academic staff at selected Universities of Technology in South 
Africa. Durban University of Technology. (Dissertation).  
Mahembe, E. 2011. Literature review on small and medium enterprises ‘access to 
credit and support in South Africa. www.ncr.org.za. Accessed 29th July 2015.  
Malcolm, N. 2012. Search for visibility and online social presence for bed and 
breakfasts. University of Delaware. (Dissertation).   
Manjit, M. 2008. HRM Practices to manage multicultural workforce: do the 
recommended best practices work for small businesses? A case study. European 
Journal of Management, 8(2): 1-13.  
Manoharan, M.A., Gross, M.J. & Sardeshmukh, S.R. 2013. Two sides of the same 
coin: Benefits and challenges of employing on ethnically diverse workforce in 
Australian hotels. Australia, Adelaide: University of South Australia. (Dissertation).  
Matemera, J. 2008. Managing cultural diversity in UK SMEs: Manchester Metropolitan 
University. (Thesis).  
Mathe, K. 2011. An individual, unit, and organizational-level examination of perceived 
external prestige, psychological capital, and psychological empowerment in 
quickservice restaurants. Oklahoma State University. (Dissertation).  
© Central University of Technology, Free State
109  
  
Mathers, N., Fox, N. & Hunn, A. 2007. Surveys and Questionnaires. The National 
Institute of Health Research RDS. East Midlands: Yorkshire & Humber.  
Mathiyazhagan, T. & Nandan, D. 2010. Survey research methods. National institute of 
family and welfare, 4 (1): 34-82.  
Mensah-Ansah, J. 2014. Small tourism accommodation business owners in Ghana: a 
factor analysis of motivations and challenges. African Journal of Hospitality, Tourism 
and Leisure, 3(1): 1-17.  
Miller, A. 2008. A critique of positive psychology-or The new science of happiness? 
Journal of Philosophy of Education, 42(3-4):592-608.  
Mkoji, D. &Sikalieh, D. 2012. The influence of Personality Dimensions on the 
Organizational Performance. International Journal of Humanities and Social Sciences,  
(2) 17: 184-194.  
Mollel, E.R., Mulongo, L.S., & Maket, L. 2015. Workforce diversity management and 
global organizational growth in the 21st Century. Journal of Scientific Research and 
Studies, 2 (7): 164-175.  
Munjuri, M.E. 2012. Workplace diversity management and employee performance in 
the banking sector in Kenya. DBA Africa Management Review, 3(1):1-21.  
Murthy, R.K. 2014. Psychological capital, work engagement and organizational 
citizenship behavior. Hyderabad: Osmania University. (Thesis).   
Mvana, M. 2013. Measuring service quality in guesthouses in Kimberley through the 
use of the Servqual instrument. Vaal University of Technology. (Dissertation).  
Mwobobia, F.M. 2012. Empowering of Small-Micro and Medium Enterprises (SMMEs): 
A Case of Botswana. Business and Management Research, 1(4): 88-98.  
Na Ayutthaya, J. S., Tuntivivat, S. & Prasertsin, U. 2016. The effect of positive 
psychological capital and organizational climate on service quality: The mediation role 
of work engagement of hotel service employees in Ratchaburi Province. Journal of 
Administrative and Business Studies, 2(4): 167-176.  
© Central University of Technology, Free State
110  
  
Nayak, S. & Joshi, H.G. 2012. A study of benefits and challenges of workplace diversity 
at al Futtaim Motors, Dubai, United Arab Emirates. World Academy of Information and 
Management Sciences, 1(4): 1-11.  
Nelwamondo, T. 2009. Tourism development through strategic planning for 
nonmetropolitan small to medium size accommodation facilities in Limpopo Province, 
South Africa. Pretoria: University of Pretoria. (Dissertation).  
Nemaenzhe, P.P. 2010. Retrospective analysis of failure causes in South African small 
businesses. University of Pretoria. (Dissertation).  
Nieman, G., Visser, T. & Van Wyk, R. 2008. Constraints facing tourism entrepreneurs 
in South Africa: A study in the Gauteng and Mpumalanga provinces, South Africa.  
Development Southern Africa, 25(3): 283-296.  
Nkonde, S.D. 2012. Information asymmetry and obstacles on SMMEs growth in the 
rural areas of uThungulu District Municipality of KwaZulu-Natal. KwaZulu-Natal: 
University of Zululand. (Dissertation).  
Noor, A.N.M., Khalid, S.A. & Rashid, N.R.N.A. 2013. Human resource diversity 
management practices and organizational citizenship behavior: A Conceptual Model.  
International Journal of Academic Research İn Business and Social Sciences, 3(8): 
301-308.  
Ntloedibe, M. 2014. South Africa-Republic of Food Service-Hotel restaurant 
institutional: South Africa HRI Sector Report 2014. South Africa: Trade Press.  
Nwachukwu, T. & Robinson, M. 2011. The role of diversity in building adaptive 
resilience. London: Arts Council England.   
Nyamuburwa, W. 2013. Diversity management practices in the hospitality sector in 
Zimbabwe: the role of HR. Journal of business and economics management, 1(4): 053-
059.  
O’Donovan, D & Linehan, M. 2015. Performance management systems and cultural 
diversity in the workplace: Lessons from Irish Hotels. Cork Institute of Technology. 
(Dissertation).   
© Central University of Technology, Free State
111  
  
Ogbo, A.I., Anthony, K.A. & Ukpere, W.I. 2014. The effect of workforce diversity on 
organizational performance of selected firms in Nigeria. Mediterranean Journal of 
Social Sciences, 5(10): 231-236.  
Olsen, J.E. & Martins, L.L. 2012. Understanding organizational diversity management 
programs: A theoretical framework and directions for future research. Journal of 
Organizational Behavior, 33(8):1168-1187.  
Ongori, H. & Agolla, J.E. 2007. Critical review of literature on workforce diversity. 
African Journal of Business Management, 72-76.  
Onsongo, E.N. & Maina, Z.R. 2013. Employee Attitudes towards Organizational 
Diversity on Business Performance; Perspectives from the Small and Medium 
Enterprises Employees in KisiiTown. Review of Contemporary Business Research, 
2(1): 30-40.  
Oppong, S.H. 2013. The problem of sampling in Qualitative Research. Asian Journal 
of Management Sciences and education, 2 (2): 203-210.  
Oyeniyi, O.J. & Adeniji, A.A. 2010. Entrepreneur psychological capital traits and 
performance: an implication for Nigerian non-oil SME’s exporting companies. Review 
of Economics and Business Studies, 3 (2): 211-220.  
Paek, S., Schuckert, M., Kim, T.T. & Lee, G. 2015. Why is hospitality employee’ 
psychological capital important? The effects of psychological capital on work 
engagement and employee morale. International Journal of Hospitality Management, 
50(1): 9-26.  
Petrov, R. 2006. Benefits of diversity in the workplace: Valuing, managing and 
developing a multicultural team.  Pfeiffer University. (Dissertation).  
Petrovic, S. 2007. Actioning market segmentation in the hospitality industry. Cranfield 
University. (Thesis).  
Pinilla, G.H. 2002. Are the selection methods used by the hospitality industry culturally 
sensitive? Oxford Brookes University. (Dissertation).  
© Central University of Technology, Free State
112  
  
Ponce, O.A. & Pagan-Maldonado, N. 2015. Mixed methods research in Education: 
capturing the complexity of profession. International Journal of Educational 
Excellence, 1 (1): 111-135.  
Price Waterhouse Coopers (PWC). 2015. Hospitality outlook: 2015-2019. South 
Africa-Nigeria-Mauritius-Kenya. 5th Edition.  
Provincial Gazette, 79, 9 Dec. Standard bed and breakfast and guesthouse by-law.  
Free-State: Government Printing Works. Notice of 172 of 2011.  
Ralepedi, S.G. 2008. Employee perceptions on managing diversity in the workplace. 
Potchefstroom: North-West University. (Dissertation).  
Rao, Dr. R.S. 2014. Emerging trends in hospitality and tourism. International Journal 
of Research, 1 (1): 1-8.  
Reichard, R.J., Dollwet, M. & Louw-Potgieter, J. 2014.  Development of cross-cultural 
psychological capital and its relationship with cultural intelligence and ethnocentrism. 
Journal of Leadership & Organizational Studies, 21(2):150-164.  
Reynolds, D., Rahman, I. & Bradetich, S. 2014. Hotel managers ‘perceptions of the 
value of diversity training: An empirical investigation. International Journal of 
Contemporary Hospitality Management, 26(3): 426-446.  
Robbins, B.D. 2008. What is good life? Positive psychology and the renaissance of 
humanistic psychology. The Humanistic Psychologist, 36: 96-112.  
Rogerson, C.M. 2004. The impact of the South African government's SMME 
programmes: a ten-year review (1994–2003). Development Southern Africa 21(5): 
765-784.  
Rowe, K. 2013. Psychological capital and employee loyalty: The mediating role f 
protean career orientation. University of Canterburg. (Dissertation).  
Sadiqe, M. 2014. Employee engagement in hospitality industry in India: An overview.  
Global Journal of Finance and Management, 6 (4): 375-378.  
© Central University of Technology, Free State
113  
  
Samuels, P. 2016. Advice on exploratory factor analysis. Birmingham City University. 
(Thesis). 
Sanni, M.R. 2009. The influence of the economy on hospitality industry in Nigeria.  
Ethiopian Journal of Environmental Studies and Management, 2 (1): 29-34.  
Sarita & Gautum, K.K. 2015. Happy workers are productive workers. The International 
Journal of Business & Management, 3 (1): 235-239.  
Schtafeld, R. & Barak, A. 2010. Factors related to initiating interpersonal contacts on 
internet dating sites: A view from the Social Exchange Theory. Israel: University of 
Haifa. (Dissertation).  
Schwarzer, R., & Warner, L.M. (2013). Perceived self-efficacy and its relationship to 
resilience. In Prince-Embury A., & D.H. Saklofske (Eds.). Resilience in Children, 
Adolescents, and Adults: Translating Research into Practice. New York: The Springer 
Series on Human Exceptionality, Springer.  
Scott, M.E. 2015. Strategies for retaining employees in the hospitality industry. Walden 
University. (Thesis).  
  
Scotland, J. 2012. Exploring the philosophical underpinnings of research: Relating 
ontology and epistemology to the methodology and methods of the scientific, 
interpretive, and critical research paradigms. English language teachings, 5(9): 9-16.  
Seligman, M. E. 2003. Fundamental assumptions. Psychologist, 16(3): 126-143.  
Seligman, M.E.P. & Csikszentmihalyi, M. 2000. Special issue: Positive psychology.  
American Psychologist, 55(1): 5-14.  
Seligman, M.E.P. 2011. Flourish: A visionary new understanding of happiness and 
well-being. New York: Free Press.  
Shahnawaz, M. G. & Jafri, M.H. 2009.  Psychological capital as predictors of 
organizational commitment and organizational citizenship behavior. Journal of the 
Indian Academy of Applied Psychology, 35 (Special Issue): 78-84.  
© Central University of Technology, Free State
114  
  
Sharma, A. & Nisar, T. 2016. Managing diversity and equality in the workplace. New 
Zealand: University of Otago. (Dissertation).   
Shelton, S.A., & Renard, M. 2015. Correlating nurses ‘levels of Psychological Capital 
with their reward preferences and reward satisfaction. SA Journal of Industrial 
Psychology 41(1):1-14.  
Shen, J., Chanda, A., D’Netto, B. & Monga, M. 2009. Managing diversity through 
human resource management: An international perspective and conceptual 
framework. The International Journal of Human Resource Management, 20(2): 
235251.  
Shikuri, R.M. & Chepkwony, P.C. 2013. Entrepreneurial challenges facing the 
hospitality industry in Kericho County-Kenya. Journal of Business and Economics, 4  
(11):1159-1169.  
Shume, H. 2013. Diversity management practices adopted by international 
nongovernmental organizations in Kenya. University of Nairobi. (Dissertation).  
Shwartz, B. 2000. Pitfalls on the road to a positive psychology of hope. In J.E. Gillham 
(Ed), Laws of life symposia series. The science of optimism and hope: Research 
essays in honor of Martin E.P Seligman (pp. 399-412). West Conshohocken, PA, US: 
Templeton Foundation Press.  
Sibanyoni, J.J., Kleynhans, I.C. & Vibetti, S.P. 2015. South African hospitality 
graduates’ perception of employment. African Journal of Hospitality, Tourism and 
Leisure, 4(1): 1-16.  
Simons, J.C. & Buitendach, J.H. 2013. Psychological capital, work engagement and 
organizational commitment amongst call centre employees in South Africa. SA Journal 
of Industrial Psychology, 39(2):1-12.  
Simonsen, S.H. 2008. Turning strain into strength: Developing intercultural resilience 
in times of cultural adversity. University of Lugano. (Dissertation).   
© Central University of Technology, Free State
115  
  
Singh, A.S. & Masuku, M.B. 2014. Sampling techniques and determination of sample 
size in applied statistics research: an overview. International Journal of Economics, 
Commerce and Management, 2 (11): 1-22.  
Singh, S. & Mansi, M. 2009. Psychological capital as predictor of psychological 
wellbeing. Journal of the Indian Academy of Applied Psychology, 35 (2): 233-238.  
Solomon, S. 2014. The relationship between psychological capital and employee 
wellness in organizations in the manufacturing industry in the Western Cape.  
University of the Western Cape. (Dissertation).  
Soontayatron, S. 2013. Thai interpretation of social-cultural impact of tourism 
development in beach resort. American Journal of Tourism Management, 2 (2):29-35.  
Sousa, V.D., Driessnack, M. & Mendes, I.A.C. 2007. An overview of research designs 
relevant to nursing: Part 1: quantitative research design. Rev Latino-am Enfermagen, 
15 (3): 502-507.  
South Africa. SA Tourism Review: Report of the expert panel to Minister Hanekom. 
http://www.tourism.gov.za/publications/final/report/of/the/SA/Tourism/Review.  
Accessed 28th January 2016.  
Stevens, J.P. 2012. Applied multivariate statistics for social sciences.5th Ed. London: 
Routledge. 
Sucheran, R. 2013. Environmental managers in the hotel and lodge sector in 
KwaZuluNatal, South Africa. Durban: University of KwaZulu-Natal. (Thesis).  
Statistic South Africa. 2018. Discussion document on South Africa’s accommodation 
industry. Report no: 64-11-01.   
Australian Bureau of Statistics 2005, New South Wales in focus, Cat. no. 1338.1, 
Australian Bureau of Statistics, Canberra.  
Sulaiman, Y. & Kura, S.Y.B. 2012. Qualitative and quantitative approaches to the study 
of poverty: taming the tensions and appreciating the complementarities. The 
Qualitative Report, 17 (34):1-19.  
© Central University of Technology, Free State
116  
  
Taal, M. 2012. Organising in the hospitality sector in South Africa: A report on the 
context, challenges and strategies of organizing hotel workers in South Africa. South 
Africa: Labour Research Service.  
Tabaziba, K.R. 2015. Psychological capital and work engagement: an investigation 
into the mediating effect of mindfulness. University of Cape Town. (Dissertation).  
Taber, K.S. 2016. The use of Cronbach’s Alpha when developing and reporting 
research instruments in Science Education. University of Cambridge. (Thesis). 
Talabi, J. 2015. The role of marketing in hotel industry. Case (six successful hotel units 
in Abuja and Jukobstad). Centria University of Applied Sciences. (Thesis).  
Tassiopoulos, D., De coning, T. & Smit, E. 2010. The strategic behavior of 
ownersmanagers in small and medium tourism enterprises (SMMTEs) in South Africa. 
Africa Journal of Hospitality, Tourism and Leisure, 5(1): 1-21.  
Tavakol, M. & Dennick, R. 2011. Making sense of Cronbach’s alpha. International 
Journal of Medical Education, 2 (1): 53-55.  
Tavallaei, M. &Abu Talib, M. 2010. A General Perspective on Role of Theory in 
Qualitative Research. The Journal of International Social Research, 3 (11): 571-589.  
Teddlie, C. & Yu, F. 2007. Mixed methods sampling: a typology with examples. Journal 
of Mixed Methods, 1 (1): 77-100.  
Tervonen, K. 2012. The role of diversity management in Human Resource 
Management in Hotel Business. Saimaa University of Applied Sciences. (Thesis).  
Thanh, N.C. & Thanh, T.T.L. 2015. The Interconnection between Interpretivist 
paradigm and qualitative methods in education. American Journal of Education 
Science, 1 (2): 24-27.  
Thatcher, R.W. 2010. Validity and reliability of quantitative electroencephalography 
(qEEG). Journal of Neurotheraphy, 14(2):122-152.  
Toor, S.R. & Ofori, G. 2010. Role of psychological capital (PsyCap) in leadership 
effectiveness. Singapore: National University of Singapore. (Thesis).  
© Central University of Technology, Free State
117  
  
Tzur, K.S., Ganzach, Y. & Pazy, A. 2016. On the positive and negative effects of 
selfefficacy on performance: Reward as a moderator. Human Performance, 29(5): 
362377.  
Ugwuzor, M. 2014. Workforce diversity management and corporate performance of 
firms in Nigeria. International Journal of Business and Management Review, 2(4): 36- 
46.  
Van der Berg-Ross, A. 2013. An assessment on managing workforce diversity in 
Public Sector organizations- The case of the Department of Local Government 
Western Cape (WC). Stellenbosch University. (Thesis).  
Veldsman, D.M. 2013. Perceptions of diversity management in a public sector 
organization/government institution within the Western Cape. University of Western 
Cape. (Mini-Thesis).  
Victor, J., & Hoole, C. 2017. The influence of organizational rewards on workplace trust 
and work engagement. SA Journal of Human Resource Management 15(0):1-14.  
Wamaitha, N.P. 2013. Challenges of Implementing Workforce Diversity Policies in 
Kenyan Public Universities. University of Nairobi. (Dissertation).   
Wambui, T. W., Wangombe, J. G., Muthura, M. W., Kamau, A. W., & Jackson, S. M.  
2013. Managing Workplace Diversity: A Kenyan Perspective. International Journal of 
Business and Social Science, 4(16): 199-218.  
West, A. & Ryan, S. 2011. A review of literature on training transfer motivation and 
psychological. University of Newcastle. (Thesis).  
Wilcox, A.B., Gallagher, K.D., Boden-Albala. & Bakken, S.R. 2012. Research Data 
Collection Methods: From paper to tablet computers. Medical Care, 50 (SUPPL 1): 68- 
73.  
Wong, P.T.P. 2011. Cross cultural positive psychology 2.0: Towards a balanced 
interactive model of the good life. Canadian Psychology, 52 (2): 69-81.  
© Central University of Technology, Free State
118  
  
Yardley, K. 2012. Psychological Capital as a positive resource to assist with the 
organizational outcomes of work and family conflict. New Zealand, Albany: Massey 
University. (Thesis).  
Yong, A.G. & Pearce, S. 2013. A beginner’s guide to factor analysis: Focusing on 
exploratory factor analysis. Tutorials in Quantitative Methods for Psychology, 9(2):79- 
94.  
Zaraket, W.S. & Saber, F. 2017. The impact of financial reward on job satisfaction and 
performance: Implications for Blue Collar employees. China-USA Business Review, 












     
© Central University of Technology, Free State
119  
  
ANNEXURE A: QUESTIONNAIRE  
  
  
Dear Respondent  
RE: REQUEST TO COMPLETE A QUESTIONNAIRE – THE IMPACT OF EMPLOYEES’ 
PERCEPTIONS OF DIVERSITY MANAGEMENT PRACTICES ON PSYCHOLOGICAL CAPITAL: A 
CASE OF BED AND BREAKFAST ESTABLISHMENTS IN MATJHABENG LOCAL MUNICIPALITY 
IN THE FREE STATE PROVINCE  
My name is Litsoanelo Palesa Sealome. I am a Masters’ student at the Central University of Technology, 
Free State. The title of my research topic is “The impact of employees’ perceptions of diversity 
management practices on psychological capital”. As part of my thesis, I am collecting data on the 
diversity management practices utilized by bed and breakfast establishments in the Matjhabeng Local 
Municipality, Free State, South Africa. I humbly request that you complete this questionnaire for me, 
which will take less than 20 minutes of your time.  
This data will be useful in assisting bed and breakfasts establishments to implement appropriate diversity 
management practices which would have a positive influenced on the workforce. As part of this study, 
your bed and breakfast establishment has been selected to take part in this research. Your identity and 
that of your establishment will remain anonymous and your responses treated confidentially, and used 
exclusively for the purpose of this research study.   
Thanking you in anticipation.  
Ms L.P Sealome  
NB: For any further clarity, please do not hesitate to get in touch with my Supervisor, Professor C. 
Chipunza on these numbers 051 507 3218 or email: cchipunza@cut.ac.za   
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SECTION A: Demographical information of the respondents  
Indicate your responses by ticking  the relevant option in the boxes provided  
  
1. Gender           
  
  









    











Male  1  
Female  2  
Below 21 years   1  
Between 21 - 30  2  
Between 31 - 40  3  
Between 41 - 50  4  
More than 51 years  5  
African  1  
Coloured  2  
Indian  3  




Sesotho  1  
Setswana  2  
Isixhosa  3  
Isizulu  4  
Tshivenda  5  
Shangaan  6  
Sepedi  7  
English  8  
Afrikaans  9  
Other (Specify)…………….  10  
None  1  
Buddhist  2  
Christian  3  
Hindu  4  
Jewish  5  
Muslim  6  
Other (specify)…………….  7  




6. Sexual Orientation  
      
  
  




8. Job Level         
  
                                     
9. Years of Service in the Establishment    
   




SECTION B: Knowledge and understanding of diversity  
Instructions to respondent:  
Please do not leave any item unanswered.  
Indicate your level of agreement with the following statements by ticking  the appropriate box.  

























11   Diversity in the workplace is the different unique 























Heterosexual   1  
Gay  2  
Lesbian  3  
Bisexual  4  
Below Gr. 12/  1  
Gr. 12/  2  
Post school  3  
Diploma/degree  4  
Other (specify)…………….  5  
Top Management  1  
Middle Management  2  
Low Management  3  
Less than 2 Years  1  
2 Years to 5 Years  2  
6 Years to 10 Years  3  
11 Years to 15 Years  4  
16 Years to 20 Years  5  
21 Years to 25 Years  6  
26 + Years  7  
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16  Diversity has an important role in ensuring a 
























SECTION C: This section is about your opinions on diversity in your organization.  
Instructions to respondent:  
Please do not leave any item unanswered.  
Indicate your level of agreement with the following statements by ticking  the appropriate box.  













Agree 5  
18  Our organization creates an organizational climate 
























20  In our organization, specific interviewing 












21  Our organization advertises jobs in a language to 











22  During recruitment, my organization ensures that 


























Agree 5  
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24  Our organization promotes employee participation 











25  Training offered helps create awareness on 











26  Training offered provides platform for free and 











27  Employees are informed about diversity policies and 

























Agree 5  
28  In our organization, there are equitable systems for 











29  Our organization involves all diverse stakeholders 











30  Diverse populations are represented on our staff 











31  Our performance appraisal techniques focus on 












32  Employees in my organizations are open to 


























Agree 5  












34  There is a fair practice on reward systems despite 











35  Our organization provides equal pay for equal job 
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SECTION D: This section is about items that describe or do not describe yourself.  
Instructions to respondent:  
Please do not leave any item unanswered.  
Indicate your level of agreement with the following statements by ticking  the appropriate box  












  1  2  3  4  5  6  
37  Right now, I see myself as being pretty 













38  If I should find myself in a jam at work, I 













39  I can think of many ways to reach my 



























41  I feel confident analysing a long-term 













42  I feel confident in representing my work 













43  I feel confident in helping to set 













44  I feel confident presenting information to 













45  I usually manage difficulties one way or 













46  When I have a setback at work, I manage 













47  I feel I can handle many things at a time 













48  I always look on the bright side of things 













49  I approach this job as if ― every cloud 













50  I am optimistic about what will happen to 














Thank you for your time, support and input in completing this questionnaire!!  
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